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Complaints about Highfield After School Club Policy

If you have concerns about the conduct of the After School club or the quality of care
provided, you should raise the matter with the management of the Club in the first
instance. That would be the Play Manager, or the Committee Chair, (details on
noticeboard). We would hope that the majority of issues can be resolved informally
through discussion with the Play Manager or Chair. If however after this discussion
you still feel the complaint has not been satisfactorily dealt with, a formal complaint
should be made in writing, either by letter or by email. Full details along with names
and dates should be included, letting us know what it is you are unhappy about.

We will acknowledge your complaint within 48 hours and fully investigate the matter
within twenty one days. If there is any delay, we will advise you of the reasons. We
will keep you up to date with what is happening and give you a full response.

All complaints about the service will be recorded, along with the outcomes, and
reported to the Management Committee.

If the matter is not sorted out satisfactorily by the Club Management, or you feel that
you cannot approach the Club Management you can contact OfSTED's Early Years
Complaints Helpline on 0844 4530221

Ofsted is the regulatory and inspection body for childcare in England and Wales.
Parents can access the latest inspection reports on providers.
http://www.ofsted.gov.uk

How should | complain to Ofsted?

Complaints can be made to Ofsted at the same time as to the Club. Their number is
0300 123 1231

Before you telephone, work out what you want to say. Have a note of the key people,
times dates and other facts you feel important. The person who takes your call may
ask for other information in order to give you suitable advice. You may be asked to
put your concerns in writing.

Policy amended on 4™ July 2017 by S Burt, Secretary.

"Highfield After School Club is a Charitable Incorporated Organisation, Charity No.
1162623"



