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7 COMPLAINTS POLICY

Policy Statement

At Annie’s Nursery, we endeavour to provide a service that you will be extremely satisfied with at all times, but we do realise that, on occasion, you may not be entirely satisfied with the service.  If you feel that you wish to complain about any aspect of our service, please feel free to discuss your complaint at any point with any member of our team.  We will deal with your complaint professionally and promptly, to ensure that any issue arising from the complaints are handled effectively and quickly to ensure the welfare of all of our service users.  We welcome any suggestions on how we can improve our service, and we will give prompt and serious attention to any concerns that you may have by following our complaints procedure as outlined below.  In the case of any complaints raised regarding our service with the Care Inspectorate, we will co-operate fully in order to resolve any issue.
Health and Social Care Standards My Support, My Life 2017, Scottish Government. As part of being registered with the Care Inspectorate, we must comply with this document and illustrate the standards within our nursery.
3.14 I have confidence in people because they are trained, competent and skilled, are able to reflect on their practice and follow their professional and organisational codes.
3.19 My care and support is consistent and stable because people work together well.
4.20 I know how, and can be helped, to make a complaint or raise a concern about my care and support.
4.21 If I have a concern or complaint, this will be discussed with me and acted on without negative consequences for me.

Aims
The aim of this policy is to ensure that any complaints about the service are handled quickly, effectively, and courteously and solutions are implemented which satisfy both the parent / carer and the setting. Staff have a duty to inform parents of their right to make a complaint, including a right to appeal. Our main goal is ensuring the health and wellbeing of all the children who use the service.
The United Nations Convention on the Rights of the Child (UNCRC) (1989):
The best interests of the child must be a top priority in all decisions and actions that affect children. Article 3 (best interests of the child)

Procedure
Informal Complaint
The initial approach made by the parent will be listened to carefully by the Manager, Ashleigh Christie and after discussion, agreement should be reached as to whether the complaint has been resolved satisfactorily. If further investigation is required, this should be resolved within seven days. If a delay is unavoidable the complainant will be informed, the reason for the delay will be stated and a revised timescale given. If there has not been a satisfactory outcome the formal complaint process should be initiated
Formal Complaint
If a parent wishes to make use of the formal procedures the complaint should be put in writing to the Manager, Miss Ashleigh Christie. The receipt of the complaint will be acknowledged within one working day. The Manager will arrange a meeting with the parent/carer. The parent will have the right to have the assistance of a friend, relative or representative throughout the process. The complaint will be investigated and responded to within a further seven working days. A confidential written record of the meeting will be taken, actions agreed and noted. In the absence of the Manager all complaints will be passed on to the owner Tanya Tough.
Care Inspectorate
In certain circumstances it may be necessary to involve the Care Inspectorate.
The Care Inspectorate is the national organisation which regulates and inspects care services. The Care Inspectorate has a complaints procedure for dealing with any complaint regarding regulated services.
If you are unhappy about the care service, there are a number of things you can do.
Firstly, we would encourage you to raise any issues directly with us. Often, things can be resolved quickly once the service is aware of the problem, and we can agree how it will be solved. We would encourage this wherever possible. Or you may wish to make a formal complaint to the setting using our complaints procedure. All registered care services must have a clear complaints procedure that you can access. You may choose to complain directly to the service or to the Care Inspectorate or both.
If you complain to the Care Inspectorate, you can choose to be anonymous. Further information can be found in the complaints section of the SCSWIS website (www.scswis.com/complaints)
You can choose to complain directly to the Care Inspectorate by either:
• fill in complaints form online at Making a complaint online (careinspectorate.com)
• contact the care inspectorate on 0345 600 9527
• email the care inspectorate at concerns@careinspectorate.gov.scot
Staff concerns or complaints should refer to the Nursery Whistleblowing Policy for further guidance.
Training
Professional discussion with staff. 

Policy Review
This policy will be reviewed regularly and in response to accident, incident or change in National or Local policy or guidance.
Date of Issue: February 2023
Date of Review: February 2024
Policy Author: Ashleigh Christie - Manager
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