DASH COMPLAINTS PROCEDURE POLICY

This policy aims to ensure that the complaints procedure is fair to all parties concerned, both complainants and staff, and is speedy and thorough.  This procedure is open to any person, group or organization connected to the Dobcroft After School Club (DASH) in any way, i.e. a child, parent, carer, teacher, caretaker etc.   DASH aims to provide a high quality, efficient and accessible service to parents and children.  However from time to time a parent or child may feel that they have a complaint against some aspect of our club. Usually it should be possible to resolve any problems as they occur.  If not then the following complaints procedure should be followed.

If any person is dissatisfied with any aspect of the club, they should in the first instance take up their concern with the Co-ordinator.  It is envisaged that the majority of the complaints can be resolved by the Co-ordinator on an informal basis. The Co-ordinator(s) should notify the Manager of all complaints made, even if they have been satisfactorily resolved. 

If the matter is not satisfactorily resolved, or if the person does not wish for any reason to raise the matter with the Co-ordinator or Manager, then they should be directed to approach any member of the Management Committee in the first instance.  A list of the Management Committee members will be made available to any interested person.

Preferably the complaint should be made in writing, but if the complaint is made verbally, the person must make it clear that this is a complaint, which they wish to be dealt with formally.

The matter will then be brought to the attention of the Management Committee who will consider the complaint, gather information in order that a response can be made to the person making the complaint and if necessary take specific action.  All complaints made formally to the Management Committee will be acknowledged within 10 working days and a formal response to each complaint should be made within 30 days.  Complaints of a serious nature, which involve the risk of harm to a child, will be dealt as a matter of urgency.

If the person remains dissatisfied, and should the concern be connected in any way with the registration of the club, then the person complaining may wish to contact the Complaints and Enforcement section, OFSTED North Region, 3rd Floor, Royal Exchange Buildings, St Ann’s Square, MANCHESTER M2 7LA  

TEL 0845 6404040

Dobcroft After School Club (DASH) Management Committee will take every complaint very seriously and endeavour to resolve the problem as quickly as possible.  It will try to resolve complaints informally wherever possible.

The Management Committee will always bear in mind its legal and registration requirements when dealing with a complaint.
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