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Magdalene Preschool - Complaints Procedure Policy

Statement of Intent

Magdalene Preschool believes that children and parents/carers are entitled to expect courtesy, respect and prompt attention to their needs and concerns. We welcome suggestions on how to improve our setting and take all concerns seriously.

We anticipate that most concerns can be resolved quickly and informally through discussion with the appropriate member of staff. Where this is not possible, we have a clear and transparent procedure for managing complaints in a fair and consistent manner.

Aim

The aim of this policy is to ensure that any concerns or complaints about the running of the setting are addressed promptly and brought to a satisfactory conclusion for all parties involved.

Methods

To achieve this, Magdalene Preschool operates the following complaints procedure:

Stage 1 – Informal Resolution

Any parent/carer who has a concern about an aspect of the setting’s provision is encouraged, in the first instance, to discuss their concern informally with the Setting Manager, Ivy Farrugia
Most complaints are expected to be resolved amicably and informally at this stage through open discussion and mutual agreement.

Stage 2 – Formal Written Complaint

If the concern is not resolved at Stage 1, or if the issue recurs, the parent/carer should submit their complaint in writing to:

Setting Manager: Ivy Farrugia 
Chair of the Management Committee: Amanda Johnson

c/o The Parish Office
St Mary Magdalene with St Martin
Canning Road
Croydon
CR0 6QD

All written complaints are recorded in the Complaints Log. Where a complaint requires a detailed investigation, all documentation relating to the complaint may be stored in a separate, confidential file.

The Setting Manager will investigate the complaint and, once completed, will meet with the parent/carer to discuss the outcome and any actions taken.

Stage 3 – Review Meeting

If the parent/carer is not satisfied with the outcome of the investigation, they may request a meeting with the Setting Manager and the Chair of the Management Committee.

The parent/carer may bring a friend or partner for support if they wish. The Setting Manager may be supported by the Chair of the Management Committee or the Deputy Manager.

A written record of the meeting, including any agreed actions or decisions, will be made. All parties present will sign the record and receive a copy.

Stage 4 – Ofsted

If the parent/carer remains dissatisfied following Stage 3, they may raise their complaint directly with Ofsted.

Parents/carers may contact Ofsted at any stage of this complaints procedure.

Ofsted Contact Details:
Ofsted
Early Years Directorate
Piccadilly Gate
Store Street
Manchester
M1 2WD

Telephone: 0300 123 1231
Website: www.ofsted.gov.uk
(Ofsted contact details are also displayed on the setting’s notice board.)

Records

A record of all complaints made against the setting, including the date, nature of the complaint, actions taken and outcomes, is maintained in the Complaints Record.

This record is available for inspection by parents/carers and Ofsted inspectors on request, in line with EYFS requirements. Records are retained for a minimum of three years.
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