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                 C O M P L A I N T S   P R O C E D U R E 

· The Windhill Children’s Centres network, Bishop’s Stortford welcomes comments, compliments and complaints from anyone using our services.  If anyone has a concern, however insignificant, about the quality of service they have received, then we would encourage them to discuss this with centre staff asap. This will hopefully ensure that the matter is resolved to everyone’s satisfaction, as quickly as possible.
· Children’s centre will take their complaint seriously. We will not attempt to define what is or is not a valid complaint.

· Complaints from children will be treated as seriously as those from adults.

· Complaints can be received in writing or verbally.  Record of all verbal complaints will be kept on file.
Stage 1:  Informal Process

1. It is hoped that any complaint can be resolved informally through discussion.  This may not be possible or appropriate where the complaint is of a serious nature, for example regarding allegations of professional misconduct.

2. If the complaint is regarding the conduct of a member of staff in a Children’s centre post or with a partner agency, then consideration would be given as to whether it was most appropriate to pursue the matter through that agency’s own complaints procedure or through Windhill Children’s Centres or through a joint approach.

3. Where it is agreed that the matter should be dealt with through Windhill CC, we would aim to resolve the matter to everyone’s satisfaction through informal, face-to-face discussion.  This may involve all the parties together or separately according to what is felt to be most comfortable or appropriate.

4. Normally the CCNM would lead this process.

5. The details of the complaint will be acknowledged in writing.  The details of discussions and agreed outcomes will be confirmed in writing to all the parties involved.

6. Parents will be invited to complete a feedback form to express their views and to ensure the information recorded is correct.

The informal resolution of a complaint should not take more than seven working days.

Stage 2:  Formal Process

1. If it is not possible to resolve the complaint informally, then it will be considered through a formal process.  Initially this will involve the Children’s Centre Executive Committee.  This is a sub-group of the School Governors/ Management Board and comprises members of the main committee, including paid teaching staff, and the Head Teacher, the Children’s centre manager, & representatives from partner agencies, including health.  The CCC has delegated authority to make operational and policy decisions on behalf of the Governing Body.
2. The complaint would be considered by the CCC.  Consideration would be given to whether the matter could be dealt with at their next routine meeting, or whether an extra-ordinary meeting was needed.  The person making the complaint could meet the CCC in person, with a friend or advocate if they wish, or put their complaint in writing to the Group.

3. The CCC would investigate the complaint thoroughly and inform the complainant in writing of their findings.

Stage 3:  External Process

1. If the complainant remains unsatisfied regarding the outcome of this stage then the complaint would be considered by the full Board of Governors, who act as Lead & employing Agency for Windhill Children’s Centres. At this stage their own complaints procedure would be invoked, commencing at an appropriate stage.

2. If the complaint was felt by the Management Board to be of a sufficiently serious nature and was still unresolved after this stage, then the Lead & Employing body would consider funding an independent consultant to investigate the matter and adjudicate, or mediate between the parties.







