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Taunton Opportunity Group (TOG) is committed to providing a quality pre-school environment for the children who attend. Staff aim to show a warm welcome and to work in partnership with parents/carers in meeting their child’s needs. 

If a parent/carer has a cause for complaint or concern, then he/she can be assured that TOG will take prompt and appropriate action to resolve the issue. This policy links to the following policies which are available on TOG’s website: Confidentiality; Data Protection; Safeguarding.
Making a concern known
· If a parent/carer should have a concern about TOG’s provision at any time, then this should first be raised through an informal discussion with their child’s key worker or the manager. 

· If a complaint relates to the Safeguarding and Welfare Requirements of the Revised Early Years Foundation Stage or cannot be resolved informally, then the parent/carer will be asked to submit the complaint in writing to the manager: admin@tauntonopportunitygroup.org.uk 
· If a parent/carer has a concern relating to the governance of TOG, then the parent/carer will be asked to submit the complaint in writing to the Chair of Trustees: chair@tauntonopportunitygroup.org.uk 


Investigating a complaint 
Upon receipt of a written complaint, TOG’s management committee will:

· Respond to the complainant in writing within 28 days of the complaint being received. 

· Staff and/or the management committee will meet with the complainant if needed.

· Set up a Complaint Record (see Appendix I) which will record all actions and outcomes. 

· Depending on the cause of the complaint, contact the relevant professionals/organisations; for example, Ofsted, Somerset Direct Children and Young People’s Team (LADO) and the area Senco. 

· Any action necessary, as raised by the complainant, will be acted on and communicated back to the complainant. 

If, following the outcome of TOG’s investigation, the complainant feels that the concern was not fully addressed, Ofsted can be contacted on 0300 123 1231.
If the concern is related to child protection or a safeguarding concern, the complainant can contact Somerset Direct Children and Young People’s Team (LADO) on 0300 123 2224. Please also read TOG’s Safeguarding Policy for further information. 
· Somerset LSCBRecently Modified 

· Protocols and Guidance 

· Threshold Documents 

· Home 

· Safeguarding in Education 

· Training 

Confidentiality
· TOG recognises the importance of maintaining the confidentiality of the complainant and any other persons (staff or children) involved in the complaint.  

· To ensure this is achieved; first and last name initials or terminology such as ‘Child A’ and ‘Staff B’ will be utilised in the Complaint Record.  
Recording
· A record of the Complaint Record will be stored. The length of time is dependent on the complaint nature: 1 year after child leaves TOG for minor complaint; 6 years for major complaint; 15 years for major complaint involving negligence; 40 years for safeguarding complaint.

This policy will be reviewed annually. 

Date of this review: August 2026
Last Review February 2025
Appendix I: Complaint Record

	Date complaint received: 

	A: Source of complaint:

	Parent (writing or email)

Staff member

Anonymous

Ofsted (complaint number if known)

Other



	B: Nature of complaint:

	Welfare requirement 1: Safeguard children and promote welfare
Welfare requirement 2: Ensure the adults in setting are suitable
Welfare requirement 3: Suitable premises, environment and equipment
Welfare requirement 4: Support and understand behaviour
Welfare requirement 5: Maintain records, policies and procedures


	Please give details of the complaint:



	C: How was it dealt with:

	Internal investigation

Investigation by Ofsted

Investigation by other agencies (please state)



	D: Actions and outcomes:

	Internal actions

Actions agreed with Ofsted

Changes to condition of registration

Other action taken by Ofsted

No action

Actions imposed or agreed with by other agencies


	
	

	Please give details of actions and outcomes:



	Copy of this complaint record shared with parent? (please highlight)
Yes

No



	Name:

Signature:

Position:


	Outcome notified to parent:

Date:



	
	Date completed:
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