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SECTION 30
DEALING WITH COMMENTS & COMPLAINTS

1.1

2.1

2.2

3

Introduction

We aim to provide good quality services for everyone, but things can go wrong. If they do,
we need to know so we can put them right and learn from them.

Complaints from children and young people

We have a complaints procedure which conforms to the requirements of the Children Act
2004 and is reflective of the following:

Children have the right to:
= be heard
= express themselves
= receive information

Projects should develop an environment where children feel confident to voice their opinions
and raise concerns. This can be done by having set times for group discussions (eg: during
snack time), adopting a key worker system where the worker regularly seeks the child’s
opinions, using a system to receive anonymous complaints (eg: a suggestion box).

Informal complaints from adults and children

Action to take:

3.1

3.2

3.3

3.4

4

41

If a child has a complaint, try to deal with the issue in-house. Ensure the child has the
opportunity to raise their concern and to express her/himself. Take the complaint seriously
and try to address the problem. Explain to the child what action you intend to take and check
that the child is satisfied with the proposed action.

If the complaint is raised by an adult, the same process applies. Take the complaint seriously
and try to address the problem. Explain what action you intend to take and check that the
adult is satisfied with the proposed action.

Make a record of the complaint, and the action taken to resolve it, in the Daily Log Book —
include the adult/child’s name, address and contact number.

If the complaint involves an allegation of child abuse or raises child protection
concerns you must refer to the Child Protection Procedure and seek advice from your
Service Manager or the Child Protection Officer.

Formal complaints from adults and children

Stage 1 of the formal complaint

Action to take:

411

If the adult/child is not satisfied with the informal resolution, they should be encouraged to
complete a 'Complaint Form' - see Appendix 30.2 (copies of these forms must be kept at
Projects). Where appropriate, a member of the staff team should help the child or adult
complete the form.

Where the complaint is from a child, they should be encouraged to take it home and complete
it with a parent.
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The completed Complaint Form should be given to the relevant Service Manager or sent to:
PACE
Fairfield Playcentre
Mary Terrace
NW1 7LR
enquiries@paceforall.com

If a complaint is received it will be the responsibility of the Service Manager to fast track the
complaint ensuring that the complainant receives appropriate support and is contacted within
3 working days.

The complainant should receive an answer to their complaint within 28 working days.
If the complaint is still not addressed to the child or adult’s satisfaction they can refer the
matter to the Community & Development Manager. This will be considered as ‘Stage 2’ of the

complaints process.

The Stage 1 response must inform the complainant that they have 5 working days to request
that their complaint move to Stage 2 of the procedure.

4.2 Stage 2 of the formal complaint

Action to take:

4.2.1

422

423

424

All Stage 2 complaints are managed by the Community & Development Manager who will
investigate the complaint.

If a complaint is about the conduct of a member of staff, then separate disciplinary procedures
may apply.

A full response will be made within 28 working days.

If the person making the complaint is still not satisfied with the response, a final review with a
PACE Board Member will take place (see Stage 3 below).

4.3 Stage 3 of the formal complaint

4.3.1

43.2

5

5.1

5.2

The person making the complaint should be invited to attend the final review, and may bring a
friend or relative with them, but not their legal representative.

The review will send a copy of the recommendations to the complainant.
Ofsted/CQC

If the person making the complaint is still not satisfied with the response resulting from the
final review, complaints may be directed to the relevant authority:

» Ofsted, Piccadilly Gate, Store Street, Manchester M1 2WD
Telephone: 0300 123 1231
email: enquiries@ofsted.gov.uk

= Care Quality Commission, Citygate, Gallowgate, Newcastle Upon Tyne NE1 4PA
Telephone: 0300 061 6161
email: enquiries@caqc.org.uk

A notice advising children and their parents/carers of how to complain to Ofsted must be
displayed at all Ofsted registered projects.
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6 Complaints about staff

Action to take:

6.1 Formal complaints about PACE staff are investigated by the Community & Development
Manager or appropriate member of the PACE Board of Directors. Staff concerned may be
interviewed/involved in any resulting investigations. Where appropriate, the disciplinary
procedure must be followed.

6.2 Complaints involving allegations of child abuse must follow the procedure outlined in
paragraph 10 of Section 1, the PACE Safeguarding Procedures.

7 Recording informal comments and suggestions

Please see attached Appendix 30.1 PACE Guidance for recording informal comments and
suggestions.
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APPENDIX 30.1
PACE GUIDANCE FOR RECORDING INFORMAL COMMENTS AND SUGGESTIONS

Guidance summary

Informal comments and suggestions from parents received by any member of staff should be
recorded in the Daily Log Book

Posters encouraging informal feedback from parents should be displayed

The information gathered should be reviewed termly at team meetings and any additional
actions required identified

Summary information should be captured and included in quarterly monitoring and evaluation
reports

What do we mean by ‘informal comments and suggestions’?

Informal comments and suggestions include any feedback from parents that you receive. This
can include:

Written and verbal comments

Positive and negative feedback from parents

Suggestions which you can act on and those you can’t

A concern where parents don’t want to make a formal complaint — verbal or written
‘Thank you’ cards

Why record them?

= To show to the parent that you are taking their comment/suggestion seriously

= To provide a source of information to review how well everything is going at team
meetings (staff will not necessarily remember every comment parents make to them
over the course of a term)

» To allow feedback from parents to be monitored across the service as a whole so that
their views feed into service-wide developments

Reviewing your records in team meetings

During team meetings, under the ‘feedback from users’ agenda item, your record of informal
comments and suggestions should be reviewed, alongside other information that is available.
Points for discussion might include:

What have we done well?
Have any new issues been raised?
What issues need to be raised with the PACE Board?
Did we deal with comments and suggestions over the last term adequately?
= Was the parent satisfied with the way it was handled? Do we need to do
anything differently?
= Was the solution satisfactory — does something else need to be done?

Collating information on informal comments and suggestions centrally

PACE complete an annual user satisfaction survey which will be collaged and considered
centrally. Other informal comments and any formal complaints will be considered alongside
this.
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APPENDIX 30.2
PACE COMPLAINTS FORM

Complaint Form

FullName: ...
Email address: ...
Telephone NUMDET: ... e

Date of complaint: ...

Which service are you complaining about?

Your complaint is:
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