Kidspace Wrap Around Care
Complaints Policy
At Kidspace Wrap Around Care we aim to work in partnership with parents and carers to deliver a high-quality childcare service across all of our settings. If for any reason we fall short of this goal, we would like to be informed so that we can review and improve our practice. This complaints policy is made available to parents and carers and is accessible at each setting. Records of all complaints are kept for at least three years. A summary of complaints is available for parents and carers on request, while respecting confidentiality and data protection requirements.
The setting manager is responsible for dealing with complaints at their setting. If the complaint is about the setting manager, the registered provider, area manager or other appropriate senior person will investigate the matter. Any complaint received about a staff member will be recorded in the Incident Log and Complaints Log. All complaints will be handled confidentially, fairly and promptly, and will be dealt with in the following manner:
Stage one
Complaints about aspects of Kidspace Wrap Around Care activity:
· The setting manager will discuss the matter informally with the parent or carer concerned and aim to reach a satisfactory resolution.
Complaints about an individual staff member: 
· If appropriate the parent will be encouraged to discuss the matter with staff concerned.
· If the parent or carer feels that this is not appropriate, the matter will be discussed with the setting manager, who will then discuss the complaint with the staff member and try to reach a satisfactory resolution.
Stage two
If it is not possible to reach a satisfactory resolution through informal discussion, the parent or carer should put their complaint in writing to the setting manager. The setting manager will:
Parents and carers who need help to make a complaint may ask the setting manager for support. This may include help to put concerns in writing, reasonable adjustments, or information in an accessible format where possible.
· Acknowledge receipt of the letter within 7 days.
· Investigate the matter, including how it relates to our fulfilment of statutory duties under the EYFS and/or Childcare Register requirements where applicable, and notify the complainant of the outcome within 28 days of receipt of the written complaint.
· Send a full response in writing to relevant parties, including details of any recommended changes to Kidspace Wrap Around Care practices or policies as a result of the complaint, if applicable.
· Meet relevant parties to discuss the response to the complaint, either together or on an individual basis, where appropriate.
· Record the complaint, investigation, outcome, any action taken and the date the response was provided.
· Review whether any learning from the complaint needs to be shared across other Kidspace Wrap Around Care settings so that practice remains consistent.
Kidspace Wrap Around Care aims to resolve complaints as quickly as possible. Written complaints will be acknowledged within 7 days and investigated fully. The complainant will receive a written outcome within 28 days of the complaint being received.
Complaint records
A written record will be kept for every formal complaint. This will include the date the complaint was received, the nature of the complaint, details of the investigation, the outcome, any action taken, the date the complainant was informed of the outcome and whether any changes to practice or policy were required. Complaint records will be stored securely for at least three years and made available to Ofsted on request.
If child protection or wider safeguarding issues are raised, the setting manager will refer the situation to the setting’s Designated Safeguarding Lead, who will follow the procedures in the Safeguarding Children Policy and contact the relevant local safeguarding partnership, local authority children’s social care team and/or Local Authority Designated Officer (LADO) as required. If a criminal act may have been committed, or a child is at immediate risk of harm, the police will be contacted.
For Leicestershire settings, safeguarding concerns should be referred as follows: if a child is in immediate danger, call 999. If a crime may have been committed but there is no immediate danger, call Leicestershire Police on 101. For urgent concerns that a child needs a social worker or police officer the same day, contact Leicestershire First Response Children’s Duty Team on 0116 305 0005, which is a 24-hour phone line. For professional consultation, contact the First Response Professionals Consultation Line on 0116 305 5500. Allegations or concerns about a staff member, volunteer or other adult working with children must be referred to the Leicestershire Local Authority Designated Officer (LADO). New referrals should be made using the Leicestershire County Council online LADO referral process; for enquiries about open matters contact CFS-LADO@leics.gov.uk or call 0116 305 4141. Outside LADO office hours, contact Leicestershire First Response Children’s Duty Team on 0116 305 0005.
Making a complaint to Ofsted
Any parent or carer can submit a complaint to Ofsted about Kidspace Wrap Around Care at any time if they believe that we are not meeting the requirements of our registration. Ofsted’s role is to check whether childcare providers are meeting registration requirements; Ofsted cannot resolve individual disputes between parents and childcare providers. Ofsted’s email address is: enquiries@ofsted.gov.uk
Telephone: 0300 123 4666
If a child is in immediate danger, call 999. If a child may be at risk, contact the relevant local authority children’s social care team or call the police on 101.
Confidentiality and learning from complaints
Complaints will be handled sensitively and information will only be shared with those who need to know in order to investigate, respond, safeguard children or meet legal and regulatory requirements. Where a complaint identifies a need to update practice, the setting manager will ensure appropriate actions are completed, communicated to relevant staff and reviewed for effectiveness.
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