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Introduction

We believe that children and parents are entitled to expect courtesy and careful attention to their needs and wishes. We welcome suggestions on how to improve Positive Progress and will give prompt and serious attention to any concerns about the running of it. We anticipate that most concerns will be resolved quickly by an informal approach. If this does not achieve the desired result, we have a set of procedures for dealing with concerns.
Annex 1: Complaints Form
Annex 2: Complaints Summary Log

Aim

We aim to bring all concerns about the running of Positive Progress to a satisfactory conclusion for all parties involved.

Methods

To achieve this, we operate the following Complaints Procedure. We are required to keep a 'complaints summary record ' of all complaints that reach Stage 2 or beyond. This is to be made available to parents as well as to Ofsted inspectors.

Making a complaint

Stage 1 – informal stage

· Any parent who has a concern about an aspect of Positive Progress should contact the CEO Margaret Rude or Head Lisa Heron to share their worries and anxieties.
· Most complaints should be resolved amicably and informally at this stage.


Stage 2 – formal stage

If this does not have a satisfactory outcome, or if the problem recurs, the parent moves to Stage 2 of the procedure by putting the concerns or complaint in writing to the CEO Margaret Rude.

· For parents who are not comfortable with making written complaints, a template form may be requested. The form may be completed with CEO Margaret Rude and signed by the parent.

· Positive Progress stores written complaints from parents. Where the complaint involves a detailed investigation, the CEO may wish to store all information relating to the investigation in a separate file designated for this complaint.

· Confirmation of receipt of the complaint must be sent by the CEO in writing to the parent (or by email if requested) stating that the complaint is being investigated.

· Positive Progress aims to investigate and address Stage 2 complaints within 25 to 65 working days, depending on the complexity of the complaint

· When the investigation into the complaint is completed, the CEO will provide a formal written response outlining the findings of the investigation and any actions to be taken to the complainant. The CEO shall meet with the parent to discuss the outcome. When the complaint is resolved at this stage, a summary of the points is logged in the complaints summary record log. A record of these complaints’ are kept of the complaints register for a period of three years. This register details the nature of complaint, the outcome of the investigation and the action that was taken.

Stage 3 – hearing before a panel with an independent member

· If the complainant is not satisfied with the outcome of the investigation, he or she can request a hearing before a panel appointed by or on behalf of the CEO and consisting of at least three people who were not directly involved in the matters detailed in the complaint; one panel member has to be independent on the management and running of the centre. If they wish, a parent can attend and be accompanied at the panel hearing.

· An agreed written record of the discussion, including findings and recommendations, is made as well as any decision or action to take as a result. All of the parties present at the meeting sign the record and receive a copy of it.

· This signed record signifies that the procedure has concluded. When the complaint is resolved at this stage, a summary of the points is logged in the complaints summary record log.

· A copy of the finding s and recommendations has to be made available for inspection on the centre premises

Stage 4

If, at the Stage 3 meeting, the parent and CEO cannot reach an agreement, the parent may refer the complaint to Ofsted. A copy of this procedure is included at the end of this procedure document.  

Stage 5

· When the Positive Progress Tuition Complaints Procedure has been concluded, a final meeting between the parent and the CEO may be held, if the parties so wish. The purpose of this meeting is to reach a decision on the action to be taken to deal with the complaint.

· In the event that a meeting does take place, a record of the meeting including the decision on the action to be taken, will be made. Everyone present at the meeting signs the record and receives a copy of it. The signed record signifies that the procedure has concluded.


Please Note:

In cases of complaints about the inappropriate behaviour or attitude of any Positive Progress’ staff members, the complaint will be risk assessed. If it is determined that the complaint relates to a safeguarding concern, the CEO will always seek the advice of the Lead Authority Designated Officer (LADO), social care services, or the police if a crime has, or may have been committed. We will always inform Ofsted of any serious accident or incident, major injury, minor injury or dangerous occurrence as soon as possible or within 14 days.


The role of the Office for Standards in Education, Early Years Directorate (Ofsted) and the Local Safeguarding Children Board

· Parents may approach Ofsted directly at any stage of this complaints procedure. In addition, where there seems to be a possible breach of the centre’s registration requirements, it is essential to involve Ofsted as the registering and inspection body with a duty to ensure that safeguarding standards are adhered to. If a child appears to be at risk, our setting follows the procedures of the Local Safeguarding Children Board

· www.ofsted.gov.uk 

· www.liverpool.gov.uk/social-care/childrens-social-care/keeping-children-safe/children-at-risk/ 

· If you are a member of the public and have a concern about a child please contact Careline on 0151 233 3700 or Merseyside Police on 0151 709 6010 or 999 in an emergency.

· In these cases, senior management will work with Ofsted and/or local social care services, or the police if a crime has, or may have been committed, to ensure a proper investigation of the complaint, followed by appropriate action.

Records

· A record of complaints against our centre and/or the children and/or the adults working in our centre is kept, including the date, the circumstances of the complaint and how the complaint was managed.

· The outcome of all complaints is recorded in the complaints summary record log. This is available for parents and Ofsted inspectors on request.




Complain about a provider Ofsted inspects or regulates
The first step is always to raise any issues with the school, service or provider by completing their full complaints procedure. Most issues can be resolved in this way.
We may not be able to accept your complaint if you have not done this already.
If you think a child is at risk, contact the children’s social care team at their local council or call your local police on 101. If a child is in immediate danger, call 999.




























Annex 1: Complaints form

Name of Parent: 
	



Student Name: 
	



Date: 
	



Time:  
	



Summary of complaint:    
	












Referred to: __________________________________________________________________________
Resolution discussed:
	







Resolution agreed with parent?











Parent signature/date: _________________________________________________________________

Managers signature/date: _______________________________________________________________







Annex 2: Complaints Summary Log
This file must be kept for a period of three years (Please keep all correspondence in complaints file)
Month: 
	Date
	Person who made complaint
	Nature of complaint
	Who dealt with complaint?
	Outcome
	Date of communication with parent/guardian
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