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1. Complaints Policy and
Procedure

2. Dealing with parent
concerns
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POLICY STATEMENT

This Policy is written to ensure there is a full and proper procedure for parents to be
able to raise any concern they may have with respect to the Kindergarten.

e Toresolve concerns and complaints quickly and effectively in order
to safeguard and promote the welfare of the children.

e Toresolve concerns and complaints professionally, maintaining
confidentiality during each stage.

This Policy is also intended to comply with the requirements laid down in the
Statutory Framework for the Early Years Foundation Stage. The relevant publications
are listed in the references at the end of this document, and are available to read
from the kindergarten.

This Policy will be easily available on request.

PROCEDURE:
1. Attimes parents and guardians may wish to raise a matter about the
Kindergarten, or may have a concern.

Most concerns will be readily resolved by talking to the appropriate member of
staff, this will usually be the Kindergarten Teacher who can be contacted via
email through the Systems Operator admin@laurelfarmkindergarten.co.uk
Staff are available to arrange meetings to discuss any concerns raised by a
parent. Concerns can then be discussed and resolved by taking prompt and
appropriate actions.

A brief confidential record of the concern and agreed actions will be kept on
file, with a copy given to the parent.

2. If your concern is about the quality of an Ofsted registered provider
or anyone connected with the registration of a provider you can
contact Ofsted in the following ways:

Piccadilly Gate, Store Street, Manchester, M1 2WD
Helpline: 0300 123 4666 (8.00am - 6.00pm)

Website: www.ofsted.gov.uk/complain-about-school


mailto:admin@laurelfarmkindergarten.co.uk

Ofsted can look into any matter related to the requirements and
conditions of registration. They cannot deal with other issues such as

disputes about contracts or fees.

A designated member of the board of trustees, most likely the Chair, will assist
as necessary or requested to ensure the parent has the necessary contact
details and is able to contact the correct Ofsted office.

In the event of a parent raising a concern formally in writing or by email, a
meeting will be arranged with the member of staff involved, and one other to
keep notes to investigate the details of the complaint and discuss solutions.
This meeting should occur as soon as possible within one week of receipt.

Should the complaint be of a pastoral nature, the Teacher may seek
advice from a local Child Protection Officer. This person may attend
any meeting relating to the concern.

After the meeting initial actions should occur, with an agreed timescale of
subsequent solutions aimed at resolving the concern. These actions should
be taken by the relevant member of staff.

It is envisaged that such concerns can be dealt with by taking agreed
appropriate actions.

A confidential record of the discussions, meetings and actions, the relevant
Early Years Standards concerned if appropriate, and the agreed actions and
outcomes to be kept on file, with a copy given to the parent.

If the person raising the concern is not satisfied with this response, or where
the member of staff involved considers that a more thorough investigation is
warranted then a hearing by a Panel may be requested.

This Panel will consist of a designated Trustee from the Board of Trustees, an
experienced member of staff, and an Advisor from the Steiner Waldorf
Schools Fellowship. There will be no one on this Panel directly involved in the
matter.

Alternatively, the Steiner Waldorf Schools Fellowship offer a Mediation and
Arbitration Procedure. The details and procedure is given in Appendix One.
The Kindergarten would assist with any parent choosing to use this procedure.

A full and proper confidential record will be kept of any formal concern,
records of meetings, the National Standards involved, agreed actions, and the



effectiveness of those actions, and whether the concern was resolved. A copy
of the records kept will be given to the parent as appropriate.

Complaints Records (Log)

A Complaints Log will be kept securely and confidentially. The log will
contain details of the following:

e each complaint will be listed with the date it was first brought to the
school,

e the nature of the complaint,
e dates of meetings and names of participants and
e whether resolved, for each stage

e comments of/on the final outcome are also important.

All records, (letters, notes/minutes of meetings or telephone calls, etc) will
be kept together in a secure and confidential manner in a separate file
held with the Complaints Log. If appropriate, a note mentioning the
existence of such a file may be placed in the pupil file.

The Teacher will provide Ofsted, on request, with a written record of all
complaints made during any specified period, and the action which was
taken as a result of each complaint.

The record of each complaint and any supporting documents will be kept
confidentially and securely for a period of at least three years and will then
be destroyed.

A review of the effectiveness of the solutions will be carried out after a suitable time
period dependent on the problem to ensure that the problem does not reoccur.

1. REFERENCES.

Dept. of Education, Early Years Foundation Stage (EYFS) Statutory Framework,
Updated september 2021 - page 39-

1. Early years foundation stage (EYFS) statutory framework

APPENDIX ONE


https://www.gov.uk/government/publications/early-years-foundation-stage-framework--2

RAISING A CONCERN ABOUT A MEMBER SCHOOL OF Waldorf UK

WHAT IS THE Waldorf UK & WHAT ARE ITS POWERS?

Member organizations, including schools, of Waldorf UK are independent,
self-governing bodies that have chosen to work associatively, through Waldorf UK in
order to develop the aims and intentions of Steiner Waldorf education nationally and,
through association with similar bodies, internationally. Waldorf UK holds the legal
“service mark” (equivalent to copyright) on the use of the names Waldorf, or Rudolf
Steiner (in any form) in connection with educational activity.

The Council of Waldorf UK is made up of delegated representatives of the
full-member schools. They are responsible for determining policy & retain the power
to exclude a member organisation by unanimous vote. All full member schools have
agreed to work towards maintaining a voluntary Code of Practice for Organisational
Development (available on request). Schools at previous stages of membership are
regularly reviewed as part of the Waldorf UK accreditation process. Waldorf UK
provides a range of support services to assist its members, including an advisory
service.

WHAT IS EXPECTED OF MEMBER SCHOOLS REGARDING DISPUTES?

All member organisations are obliged to act within appropriate legislation &
according to the principles of natural justice.
e All member school should have a grievance procedure to deal with any
problems that arise.
e The details of these procedures should published, usually via a “Parents
Handbook” or similar publication.
This information should be made available to all concerned.
Waldorf UK schools should have an identified member (or members) of staff
to whom complaints or concerns can be brought.
e There should be both formal procedures & processes for meditation/conflict
resolution &c.

[ ]
HOW TO RAISE A CONCERN & HOW WILL IT BE DEALT WITH.

This procedure should be understood in the light of the above. It is understood that
those making use of it will have applied to & made use of all relevant procedures to
deal with grievances within the member organisation. Waldorf UK complaint
procedure exists to assist in establishing a basis for resolution where local means
appear to have proved unsatisfactory.

« Please read the following notes. Once you have done so, complete the form &
return it as soon as you can to the Waldorf UK office.



On receipt, a copy of this form will be sent to the member organisation (we
cannot deal with anonymous complaints).

Responsible groups within the member organisation will be alerted & a
response, including any proposed action for resolution requested within 21
days.

A copy of this response will be sent to you.

If the matter cannot be resolved through the course proposed a further stage
is possible conditional on both parties agreeing to it. This process is as
follows:

A member, or members, of Waldorf UK executive would be appointed as
referee(s).

The referee(s) would be responsible for the further process, which may
include interviews with the parties, either individually, or in face-face meetings.
Following this the referee(s) would prepare a report including any
recommendations they deem appropriate based on the available evidence.
The Waldorf UK Council may peer review the course of the complaint
procedure. They have the right to discipline or censure member organisations
they deem not to have act according to the principles & agreed practices of
Waldorf education Code of Practice.

N.B. The complainant has the right to remain anonymous during any such
discussions.

Waldorf UK CANNOT ACT ON CONCERNS IN THE FOLLOWING
CIRCUMSTANCES:

Waldorf UK cannot embark on the above procedure if other forms of redress
or adjudication are being pursued.

Waldorf UK cannot act retrospectively of such action.

This procedure does not apply in the case of disputes that are wholly, or
primarily concerned with the financial contract between the member
organisation & complainant.

Other conditions:

Waldorf UK retains the right, without prejudice, not to act on a particular
complaint. There can be no obligation for it to provide explanation of such
decision.

Complaints, of course, retain the right to pursue their case through other
channels available to them.



FORM OF CONCERN AGAINST A MEMBER ORGANISATION.

. Please outline briefly the nature of the problem:

. To whom (&/or to which groups) have you referred the matter?

. Please indicate what has happened since you raised the matter (when
possible, please provide dates & any other details including any
documentation):

. What procedures within the member organisation have you used?

. Has the member organisation suggested or applied other forms of procedure
or potential redress to the matter?



0. What (if anything) has been proposed by the member to resolve the matter?

0. Have you proposed any (alternative) solution?

0. What outcome do you now seek?

0. Please add any other important details. Please attach copies of any relevant
documents.

Please add extra sheets as necessary (numbered as above).

To the member organisation: Please read and send a copy of your response and
any proposed action for resolution within 28 days of receipt (date as post mark).
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