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Complaints & Suggestions Policy 

Statement of Purpose
Buddies Clubs and Services setting is committed to providing a high quality service and maintaining good relationships with parents. It is important that staff and parents work together in the best interests of the children. We are aware that there may be occasions where concerns or complaints are raised. A complaint can be about any aspect of the running of the setting. We will be open and accountable and will build trust and respect by listening and responding positively to complaints. Complaints will be dealt with fairly and confidentially and every effort will be made to resolve the complaint as quickly as possible.

Open Access
Staff have a duty to inform parents of their right to make a complaint, including a right to appeal. The setting will supply a written copy of the complaints procedure on request to ensure parents are aware of their own roles and responsibilities regarding complaints.

The complaint will be fully investigated and acted upon and will always have a response. Complaints will be investigated by a member of the management team however if the complaint involves the management a third person will investigate Chief Executive/board members. The investigator or manager will respond to the complaint. 

Parents are assured that if they prefer to pursue the matter via Social Work, the Education Department or the Care Inspectorate they are free to do so.  They may bring a friend or representative to meetings or a social worker if they are publicly funded.

We aim to ensure that all families have a feeling of belonging to Buddies and do feel they can phone at any time with ideas, suggestions, requests for help and advice - as well as complaints. A complaints and suggestions box is available in the main corridor.

Complaints Process
Complaints can be made to the setting both informally and formally.

Informal Procedure:  The initial approach made by the parent will be listened to carefully 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 twenty 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.
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Formal Procedure: If a parent wishes to make use of the formal procedures the complaint should be put in writing to the Manager of the setting. The receipt of the complaint will be acknowledged within three working days in writing. 

The parent should request a meeting with the Manager of the setting. 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 seventeen working days. A confidential written record of the meeting will be taken, actions agreed and noted. If the complaint remains unresolved the appeals process will be invoked.

Appeals Process
A parent has the right to appeal if they are not satisfied the complaint has been resolved. The parent should contact, in writing, the same person the original complaint was sent to. If an agreement cannot be reached an external mediator, acceptable to both sides, will be invited to listen to the complaint and offer advice. The mediator has no legal powers but can help to clarify the situation by defining the problem, reviewing the actions and suggesting further ways which the complaint might be resolved. If requested, a meeting can be arranged between all those involved in the formal process. All discussions will be confidential and a written record will be kept of all meetings held and any advice given.

Care Inspectorate
In certain circumstances it may be necessary to involve the local authority and/or 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 a care service, there are a number of things you can do.

Firstly, we would encourage you to raise any issues directly with the service. Often, things can be resolved quickly once the service is aware of the problem and you can agree how it will be solved. We would encourage this wherever possible. Or you may wish to make a formal complaint to the service using its 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 Care Inspectorate website (www.careinspectorate.com/index.php/complaints)

You can choose to complain directly to the Care Inspectorate by either:
· filling in our complaints form online
· contacting us on 0345 600 9527
· writing to any of our offices
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COMPLAINT FORM

Name of person making complaint: __________________________________________                                                                                       
Please state whether parent, volunteer, sessional worker etc 

Date: ______________________________

                                     
Nature of complaint Please give date, time, people involved, how situation arose, person/s involved etc.  Please provide as much information as possible.  If you need more space please use the back of this sheet.











Desired result:







Action taken:




Signatures:

Name of person making complaint: ______________________________  
                                                                                         
Other person’s involved: ______________________________________ 
                                                                                    
Buddies representative: _______________________________________                                                                        
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SUGGESTION FORM

Name of person making suggestion: _________________________________________                                                                                    
Please state whether parent, volunteer, sessional worker etc.

Date: ________________________________________________

                                       
Details of suggestion         If you need more space please use the back of this sheet.




















Suggestion considered by …………………………………………………………………………………….

                                                                   

Action taken…………………………………………………………………………………………………..







Date…………………………………………………………………………………………………………….
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