
Complaints
Our Club is committed to providing a safe, stimulating, consistent and accessible service to children  
and their parents/carers. We always aim to provide high quality services for everyone, but accept that 
sometimes things do not always go to plan. In such circumstances, we want to know so that we can 
put them right and learn from our mistakes.

This policy constitutes the Club’s formal Complaints Procedure. It will be displayed on the premises at all  
times. Under normal circumstances, the Out of School Club Leader will  be responsible for managing 
complaints and communicating with the registered person. If a complaint is made against the Out of 
School Club Leader, the Registered Person will conduct the investigation. All complaints made to staff  
will be recorded in detail in an Incident Record sheet and a provider complaints log will be completed. 

Stage One

If a parent/carer has a complaint about some aspect of the Club’s activity, or about the conduct of an 
individual member of staff, it will often be possible to resolve the problem by simply speaking to the 
individual  concerned and/or  to the Out  of  School  Club Leader.  As  outlined in the Partnership with 
Parents/Carers policy, the Club is committed to open and regular dialogue with parents/carers and the 
Club welcomes all comments on its services, regardless of whether they are positive or negative. 
In the first instance, parents/carers are encouraged to speak directly to the relevant member of staff, if  
deemed appropriate. If not, the Out of School Club Leader should be approached and they will try to  
resolve the problem. If a satisfactory resolution cannot be found, then Stage Two of the procedure will 
formally come into operation.

Stage Two

If informal discussions of a complaint or problem have not produced a satisfactory resolution to the 
situation, parents/carers should put their complaint in detail and in writing to the Out of School Club  
Leader. Relevant names, dates, evidence and any other important information on the nature of the 
complaint should be included. 
The Club will acknowledge receipt of the complaint as soon as possible – within three to seven working  
days.  The matter will be fully investigated within 15 -28 working days. If there is any delay, the Club will  
advise  the  parent/carers  of  this  and  offer  an  explanation.  The  Out  of  School  Club  Leader  will  be 
responsible for sending them a full and formal response to the complaint.
If  the Out of School Club Leader has good reason to believe that the situation has child protection 
implications, they should inform the designated Child Protection Officer and ensure that the local social 
care department is contacted, according to the procedure set out in the Child Protection policy. If any 
party involved in the complaint has good reason to believe that a criminal offence has been committed, 
then they will contact the police.
The formal response to the complaint from the Club will be sent to the parent/carer concerned and 
copied to all relevant members of staff if appropriate. The response will include recommendations for 
dealing with the complaint and for any amendments to the Club’s policies or procedures emerging from 
the investigation. 
The Out of School Club Leader will arrange a time to meet the parent/carer concerned and any other 
relevant individuals, such as members of staff, to discuss the complaint and the Club’s response to it.  
The Out of School Club Leader will  judge if it is best for all  parties to meet together or if individual 
meetings are more appropriate. 
Either party may need to consider consulting an external mediator who is acceptable to both parties and 
will offer support and advice.
The mediator must ensure discussions are kept confidential.
If  at  the conclusion of  this  process  parents/carers  remain dissatisfied with the response they have 
received, the original complaint along with the Club’s response will be passed to the Registered Person 



who will adjudicate the case.  A formal record of all meetings should be taken and made available for 
those concerned should they wish to see them.
The Registered Person will communicate a detailed response, including any actions to be taken, to both 
the Out of School Club Leader and the parents/carers concerned within 15 – 28 working days.
At any stage the parent / carer is unsatisfied with the response or concerned about children’s welfare  
they can make a complaint to Ofsted

Making a Complaint to Ofsted

Any  parent/carer  can,  at  any  time,  submit  a  complaint  to  Ofsted  about  any  aspect  of  registered 
childcare provision. Ofsted will consider and investigate all complaints received that are in breach of the 
National Day Care Standards.
Records of all complaints must be retained for a period of 10 years on which the record was made. A 
summery of complaints must be available to parents on request a model complaints form can be down 
loaded from www.ofsted.gov.uk and photocopied.

Ofsted Address:

Ofsted

Royal Exchange Building 

Royal Anne’s Square 

MANCHESTER 

M2 7LA 

08456 404040

http://www.ofsted.gov.uk/


Provider complaints record

Date of complaint (dd/mm/yyyy) 
 A: Source of complaint

 Parent (in writing, including email)1

 Parent (in person)
 Parent (phone call)

Staff member
Anonymous
Ofsted (include complaint number if 
known)
Other (please state) 

 B: Nature of complaint (please tick all standards that the complaint relates to)

Standard 1: Suitable Person
Standard 2: Organisation
Standard 3: Care, Learning & Play
Standard 4: Physical Environment
Standard 5: Equipment
Standard 6: Safety
Standard 7: Health

Standard 8: Food and Drink
Standard 9: Equal Opportunities
Standard 10: Special Needs
Standard 11: Behaviour
Standard 12: Working in Partnership with 
Parents and Carers 
Standard 13: Child Protection
Standard 14: Documentation

Please give details of the complaint: 

 C: How it was dealt with
Internal investigation 
Investigation by Ofsted
Investigation by other agencies (please 
state) 

1 Regulations require providers to investigate all complaints notified to them, in writing, by a parent of a child attending the 
setting.



Please give details of any internal investigation or attach any outcome letter from Ofsted:

 D: Actions and outcomes
Internal actions
Actions agreed with Ofsted
Changes to conditions of registration
Other action taken by Ofsted
No action
Actions imposed or agreed with other agencies
Please give details:

Has a copy of this record been shared with parents? Yes or No 
Name of recorder: Outcome notified to parent: Yes or No

(within 28 days)2

Date: 

Position:
Name:

Date Completed: 

Please note, this is an Ofsted form that you are required to use to make complaints anonymous.  It can be 
downloaded from Ofsted’s website www.ofsted.gov.uk

2 Regulations require providers to give an account of the findings of the investigation into the complaint and any action taken to 
the parent who made the complaint, within 28 days of the date of the complaint.



How to complete the complaints record
You are not required to use this complaints record. If you wish to use a different form it must include all  
of the information held in this record. Ofsted will check your complaints record at all inspections from 
October 2005. 

When completing the record you should bear in mind it must be shared with any parent who asks to see 
it  as  well  as  with Ofsted.  It  is  important  to maintain  appropriate  confidentiality  when filling in the  
record. This means that you should not name the person making the complaint or any persons (adults  
and children) that relate to the complaint. 

A. Source of complaint 

You need to record here who made the complaint.  Where people complain to Ofsted,  Ofsted  will  
normally  refer  all  such  complainants  to  you  in  the  first  instance.  Where  Ofsted  carries  out  an 
investigation into your continued suitability to provide childcare following a complaint, they will tell you 
of the outcome of their investigation. Where they do this, you should enter Ofsted as the source and the 
Ofsted complaint number, if known. 

B. Nature of complaint

The record is intended only for complaints relating to the national standards. You must record here one  
or more national standards to which the complaint refers. If you are unsure you should refer to your 
national  standards and the accompanying guidance.  You must record all  details associated with the 
complaint, taking care not to name individuals. For example, use ‘child A’, ‘staff member B’.

C. How it was dealt with 

You must provide information on how you investigated the complaint. You will need to record:

• the process that you took to ensure that the complaint was fully investigated, such as interviews, 
reviews of records

• who was involved in the investigation without identifying any individuals named in the complaint 
including staff or any child

• any referrals you made to an external agency, for example local authority environmental health 
departments or social services.

D. Actions and outcomes

You must provide details about the outcome of your investigation. You will need to record:

• any action(s) identified by you
• any actions set or taken by Ofsted
• any action taken by another external agency, where you have their permission to do so
• the  outcome  of  your  investigation,  identifying  any  areas  where  you  feel  you  could  make 

improvement to your provision 
• if  you  dismissed  any  members  of  staff  following  the  investigation  and  if  so,  under  what  

circumstances. If  you have dismissed a member of staff for misconduct, because they placed a 
child  at  risk  of  significant  harm,  you may  need to  refer  the  individual  for  inclusion  onto  the  
Protection of Children Act (POCA) list. You can find out how to do this by ringing Ofsted on 08456 
40 40 40 



You must share an account of the findings of your investigation and the action, if any, that you took or 
you intend to take as a result of your investigations with parents at the setting. You must do this within 
28 days from the date the complaint was made. You can do this by sharing this record. If they ask you to  
do so, or if you think it is appropriate, you should send a separate letter to the parent who made the  
complaint giving more detail.
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