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Complaints Policy and Procedure for Service Users
Our Club is committed to providing a safe, stimulating, consistent and accessible service to children and their parents/carers.  We always aim to provide high quality services for everyone, but accept that sometimes things do not always go to plan.  In such circumstances, we want to know so that we can put them right and learn from our mistakes.  This policy constitutes the Club’s formal Complaints Procedure.  It will be displayed on the premises at all times.

Purpose of the Procedure

The purpose of this procedure is to enable you, as a user of the service to be heard when you feel that things have gone wrong.  This procedure is in addition to the Club’s commitment to responding to all complaints and/or suggestions of an informal nature, promptly.  A record of these and action taken will be recorded.
The Club’s workers will not view the dealing with of a complaint as disciplinary action.  If during the course of the investigation it becomes apparent that disciplinary action may be required, the issue will be dealt with under the Disciplinary Procedures, and will not be dealt with by the Manager/Co-ordinator investigating the complaint.  Complaints and grievance and disciplinary procedures are completely separate and should be regarded as being so by all parties.
Under normal circumstances, the Manager/Co-ordinator will be responsible for managing your complaints.  If you make a complaint against the Manager/Co-ordinator, this should be notified to the Club’s Complaint’s Sub-Committee (contact details are in your Welcome Pack) and they will conduct an investigation.  All complaints made to the Club will be recorded on a Complaints Record Form (this will also be logged in the Incident Record Book by the person (staff or committee) receiving the complaint.  This should then be passed to the relevant person (Manager/Co-ordinator or Complaint’s Sub-Group) for action within 24 hours of receipt.
Principles

When making a complaint you have the right to be treated equally and not suffer any form of discrimination.
Your complaints will be treated seriously and dealt with in good time.

Your complaints will be treated objectively and will be investigated without prejudice.

When you make a complaint, you have the right to confidentiality and this will be maintained within the confines of the “group” conducting the investigation.  Anonymous complaints will not be investigated.

Stage One
If you have a complaint about some aspect of the Club’s activities, or about the conduct of an individual member of staff, it will often be possible to resolve the problem simply speaking to the individual concerned and/or to the Manager/Co-ordinator.  As outlined in the Partnership with Parents/Carers Policy, the Club is committed to open and regular dialogue with parents/carers and the Club welcomes all comments on its services, regardless of whether they are positive or negative.

In the first instance, you are encouraged to speak directly to the relevant member of staff, if you feel this is appropriate. If not, the Manager/Co-ordinator should be approached and they will try to resolve the problem.  The person with responsibility for investigating the complaint (the Manager/Co-ordinator or the Complaint’s Sub Committee if the complaint is about the Manager/Co-ordinator) will contact you within 5 working days of your complaint being submitted to the Club.  You can however contact them at any time before this using the name and contact details in your Welcome Pack.  When you are contacted, the Manager/Co-ordinator or Complaint’s Sub-Committee will discuss your complaint with you, explain the complaints procedure to you, give you a copy of the Complaints Procedure and a Complaints Form (both are in your Welcome Pack), and discuss possible solutions to resolve your complaint.

If a satisfactory resolution cannot be found within 7 working days of this initial informal discussion, then stage one will be the end of informal procedures and stage two will formally come into operation and you will have to submit a formal complaint to the Club.  This should be submitted in writing using the Complaints Form provided to you during stage one discussions and you can submit it anytime within 12 weeks of the conclusion of stage one.
Stage Two
If informal discussions of a complaint or problem have not produced a satisfactory resolution to the situation, you should put your complaint in writing to the Manager/Co-ordinator (preferably using the complaints form provided to you during Stage One discussions).  Although it is not necessary to use the Complaints Form to submit your complaint, it does ask you for all the necessary information we require to investigate your complaint therefore, even if you do not complete the form, it is an idea to use it as a guide to writing your letter of complaint to us.  Relevant names, dates, evidence and any other important information on the nature of the complaint should be included.
The Club will acknowledge receipt of your complaint as soon as possible – with 5 working days at least – and fully investigate the matter within 15 working days.  This may involve another, more informal interview with you.  If this is requested then you will be encouraged to bring an appropriate representative with you for support and/or advocacy.  A written record of the meeting will be completed at the end of the interview and will need to be signed  by both parties before leaving the meeting.  This record will be kept on file.  If there are any delays to concluding the investigation within the 15 working day timescale, the Club will advise you of this and offer an explanation.  The Manager/Co-ordinator or Complaints Sub-Committee will be responsible for sending you a full and formal response to your complaint at the end of the investigative process.
If during the investigation, those conducting the investigation have good reason to believe that the situation has child protection implications, they have a duty to the Club’s designated Child Protection Officer and ensure that the local social work department is contacted, according to the procedure set out in the Club’s Child Protection Policy.  If any party involved in the complaint has good reason to believe that a criminal offence has been committed, then they should contact the police.

The Manager/Co-ordinator (or Complaints Sub-Committee) will arrange a time to meet you and any other relevant individuals such as members of staff, to discuss the outcome of the investigation.  The Manager/Co-ordinator (or the Complaints Sub-Committee) will judge whether it is best for all parties to meet together or if individual meets are more appropriate.
The written formal response from the Club to your complaint will be posted to you, and copied to all relevant members of staff, if appropriate.  The response will include the outcomes of the investigation, recommendations for dealing with the complaint and for any amendments to the Club’s policies or procedures emerging from the investigation.

If at the conclusion of the process you remain dissatisfied with the response you have received, the original complaint along with the Club’s response will be passed to the Complaints Sub-Group who will adjudicate the case, or if they dealt with the original case, it will be passed to an independent person/body who will adjudicate the case.
The adjudicator will communicate a detailed response, including actions to be taken, to both the Club and to you, within 15 working days.

Making a Complaint to the Care Commission
You can, at any time, submit a complaint to the Care Inspectorate about any aspect of registered childcare provision delivered by the Club.  The Care Inspectorate will consider and investigate all complaints received.

They can be contacted at:

Care Inspectorate
South Suite Ground Floor

Largo House

Carnegie Campus

Dunfermline

KY11 8PE

Telephone: 01383 841100

www.careinspectorate.com
All complaints received, regardless of the outcome, will be logged in the Complaints Book
1

