7. Disciplinary Grievance and Complaints Policy

Statement of Intent

Coaley Village Playgroup recognises that disagreements may arise among staff or between staff
and the Committee. These can usually be resolved informally by discussion with those involved
and are outside the limits of a Discipline and Grievance procedure.

The object of the Disciplinary procedure is to establish disciplinary practices which are fair and
reasonable, which will be understood and respected and which contribute to a sound relationship
between staff and Committee. We welcome suggestions on how to improve our playgroup and will
give prompt and serious attention to any concerns about the running of the playgroup.

Minor Disagreements

e The procedure is designed to establish the facts quickly and to deal consistently with
disciplinary issues. No disciplinary action will be taken against an individual until their case
has been fully investigated. The exception to this is in the case of gross misconduct.

e Before any warning is issued under this procedure or dismissal decided upon the employee
will be called to a disciplinary interview by the Committee. The employee will be told the
time and date of the interview and its subject and will have the right to be accompanied by a
colleague of their choice.

e Any warning given under this procedure should:

Clearly state the reason for the warning

State the lifespan of the warning

Indicate: What improvement in conduct or performance is expected?

The period of time over which the improvement should be achieved.

Any support and help (training) which is available to the employee.

The consequence of failure to improve.

e Warnings issued under this procedure and any decision to dismiss lie with the Committee.

Normally the procedure will be followed progressively, stage by stage but the Committee
reserve the right to omit an early stage according to the seriousness of the offence, conduct or
unsatisfactory performance.

The Procedure

Stage 1: Verbal Warning

In cases of less serious misconduct or where the performance is unsatisfactory, the Committee
may give a formal verbal warning to the employee, as follows:

e The Committee will explain the complaint
e The employee will be given full opportunity to state their case
e If the warning is still considered o be appropriate the employee will be told:
*  What action should be taken fo correct the conduct
* That they will be given reasonable time to rectify matters (reasonable time
should be at least one half term but periods of absence through sickness or
holiday cannot be included in that time period)



*  That if they fail to improve, further action will be taken
* That a record of the warning will be signed and kept by both parties
* That they may appeal against the decision

The verbal warning will lapse after six months.

Stage 2: Written Warning

If conduct or work performance does not improve or if the case is more serious, a formal,
written warning may be given by the Committee. It will:
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State that the need for disciplinary action has been established

Contain a clear reprimand and give reason for it

Explain what corrective action is required and that reasonable time will be given for the
improvement (reasonable time should be at least one half term but periods of absence
through sickness and holiday cannot be included in that time period)

Warn that failure to improve will result in further action being taken

Explain that the employee had the right to appeal against the decision

The Written warning will be deemed to lapse after one year.

Stage 3: Final Written Warning

If the employee still fails to correct their conduct then:

The employee will again be interviewed by the same Committee and given the opportunity
to state their case as before

If the decision is to dismiss, the employee will be given notice of dismissal, stating the
reason for dismissal and giving details to the right of appeal

Before any dismissal is carried out, the Committee will take advise from the local PATA
branch initially through relevant Committee Chair and professional advise

The employee has the right to be accompanied by a work place colleague.

If progress is satisfactory within the time given to rectify matters, the record of verbal
warning on the individuals file will become spent.

Gross Misconduct

6ross misconduct is behaviour so unacceptable that it calls for immediate suspension and
possible dismissal, without going through all the stages of the disciplinary procedure.

Examples:

Gross racism or sexism

Theft or fraud

Ill treatment of children

Assault

Malicious damage

Gross carelessness, which threatens the safety of others



Such offences will be dealt with by the Committee, which will investigate the matter and
conduct a disciplinary interview. The employee has the right to be accompanied by a work place
colleague.

Whilst the alleged misconduct is being investigated the employee concerned may be suspended
without pay pending the outcome of the investigation.

Appeals

At each stage of the disciplinary procedure the employee must be fold that they have the right
to appeal against the disciplinary action and that the appeal must be made in writing to the
Committee Chairperson within five working days of a disciplinary interview. The nominated
members of the Committee will normally hear the appeal and may invite representatives from
the local PATA branch or County Association.

The appeal will be heard within 21 working days.

Procedures will be informal and the employee may take a friend or interpreter to speak on their
behalf.

The employee is informed of the nominated members in advance and may object.
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The employee will explain why they are dissatisfied and may be asked questions

The Committee put forward their point of view and may be asked questions

Witnesses may be heard and may be questioned by all parties

The Committee will consider the matter and make known their decision, in writing, to all
parties

% A written record of the meeting will be signed and kept by both parties
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If a satisfactory conclusion is not reached, the employee is entitled to approach ACAS for
advice and assistance.

Grievance Procedure

Procedure of Grievance Procedure

The aim of this procedure is to enable employee grievances to be dealt with quickly, fairly and
consistently.



The Procedure

If the grievance cannot be dealt with informally i.e. in discussion with the Committee the
following procedure applies.

Stage 1:
The grievance should be put in writing and referred to the Committee.
The Committee will investigate the matter fully:

Interview the employee

Interview other employees if applicable

Respond in writing within five working days

Stage 2:

If the grievance cannot be resolved at Stage 1 or the employee is dissatisfied with the outcome:
The employee has the right to refer the grievance to the designated person at
appropriate level (Chairperson)

The designated person investigates fully by:

Interviewing the employee

Interviewing other employees if applicable

Will give a decision to the employee within five working days

At all stages a friend may accompany the employee. If a satisfactory conclusion is not reached
the employee is entitled to approach ACAS for advice and assistance.

Complaints Procedure for Parents/Carers

Coaley Village Playgroup considers parents/carers to be partners in the education of their
children, and all of the staff and committee officers are available for consultation by
parents/carers whenever guidance, clarification or reassurance may be required.

This partnership is intended to work in both directions, so that parents/carers, who know the
child well, are encouraged to help the staff by giving them an insight into any problems, or other

areas which might be giving the child some concern.

This positive approach should:
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Help improve the quality of work

Provide the channel of communication for identifying parents and children’'s needs
Help parents to contribute to the development of their group

Offer opportunities to consider future developments

Build up evidence from users of the need for more resources and facilities

Protect the right of children and parents, enabling them to challenge decisions which
affect them but which they do not necessarily have part in making

Protect staff and volunteer helpers from the consequence of inefficient or too
informal ways of handling complaints.
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What is a Complaint?

The NSPCC provides this explanation:
"... When you want to let (us) know that you think we have done something wrong or haven't done
something that we should have, that you are not being treated fairly and you want something to

change or stop."

This could include direct services to children, performance of staff, policies and procedures.

Complaints Procedure

Stage 1: Resolving a Complaint Informally

In the case of a complaint from the parent/carer, the first point of contact at Coaley Village
Playgroup is the Play Leader, Chairperson or Secretary. In many cases taking prompt and
appropriate action is enough to resolve the matter satisfactory. There will be a record of this
meeting made for future reference and analysis purposes.

Hopefully the problem will be solved as amicably as possible and to your satisfaction - ina
maximum of five days.

If agreement cannot be reached the next stage is fo make a formal complaint.

Stage 2: Resolving a Formal Complaint

Children Act Regulations — you must investigate all complaints made in writing or in electronic
form from parents/carers where these relate to one or more of the national standards. You
must provide the parent/carer who made the complaint with an account of the findings and of
any action taken as a result within 28 days. You must make a written record of the
complaints, any action taken and the outcome of any investigation and provide a summary on
request to any parent of a child for whom you act as a childminder or provided day care and
Ofsted. Records must be retained for a period of 10 years from the date on which the
record was made.

Make your complaint in writing to the Playgroup Chairperson. A friend or adviser can write the
complaint on your behalf but you must sign it.

The complaint will be registered in the Coaley Village Playgroup ‘Complaints’ book. Complaints
from parents/carers will always be acknowledged and responded to.

If a complaint made by a parent/carer to Coaley Village Playgroup is received in writing or via
email and the complaint relates to one or more of the national standards, it is now a mandatory
requirement of the Playgroup to investigate the complaint, take any necessary action and tell the
parent/carer the outcome of any findings.




If there is a need for investigation then the parent/carer will be informed in writing and a date
will be given when a reply can be expected. This date will be realistic and achievable and will
usually be within 28 days of the complaint being received. If a delay is unavoidable then the
parent/carer will be informed in writing and given a revised deadline.

The following must be adhered to:-
% A record of the complaint will be made using the Coaley Village Playgroup Complaints
Record

% All complaints will be kept for 10 years from the date the complaint was made

% Both Ofsted and the parent/carer who made the complaint will be given a copy of the
Complaints Record

% No adult or child will be named in the complaints report

% The parent/carer will be notified in writing the outcome and findings of the investigation
in the complaint

If not satisfied contact Ofsted at Early Years, OFSTED, NBU 3™ Floor, Royal Exchange
Buildings St Anns Square, Manchester, M2 7LA Tel: 08456404040

Email: enquiries@ofsted.gov.uk
www.ofsted.gov.uk

No details will be divulged.

If the complaint concerns the behaviour or performance of a staff member, that person will be
told that a formal complaint has been made and be given the full details.

Stage 3: Setting up a Review Panel

Three people will be appointed - one independent (i.e. a fieldworker or local Branch Chair). No
panel member should be a personal friend of the complainant or have had part in earlier
procedures of the complaint.

The complainant is informed of the appointed panel in advance and may object.
The complainant may have a friend, adviser or interpreter present.

The panel must have access to all relevant materials or reports and be able to talk to the
relevant people.

The appeal is carried out in location and time to suit complainant.
The panel must come to a decision and if necessary make recommendations for further action.

A written report made of the appeal to include:
* Nature of the complaint
*  Where and when appeal took place
*  Who was present
*  What was said and by whom
*  What was established as fact and what was unable to be confirmed
*  What action is proposed to remedy the problem
The report will be circulated to all present at the appeal.


mailto:enquiries@ofsted.gov.uk
http://www.ofsted.gov.uk/

From time to time Ofsted receives complaints about providers. They will normally refer all such
complaints to the provider to investigate in the first instance. In exceptional circumstances, for
example where there are child protection allegations about a provider, they will refer the
complaint to the appropriate agency and take any necessary action about the continued
registration of the provider.



Complaints Record

Date of Complaint:

Source of Complaint:

Parent (in writing, including email)

Parent (in person)

Parent (telephone call)

Staff Member

Anonymous

Ofsted (include complaint number if known)
Other (please state)

Nature of Complaint: (please tick all standards that the complaint relates to)
Standard 1: Suitable Person

Standard 2: Organisation

Standard 3: Care, Learning and Play
Standard 4: Physical Environment
Standard 5: Equipment

Standard 6: Safety

Standard 7: Health

Standard 8: Food and Drink

Standard 9: Equal Opportunities
Standard 10: Special Needs

Standard 11: Behaviour

Standard 12: Working in Partnership with
Parents and Carers

Standard 13: Child Protection

Standard 14: Documentation

Please give details of the complaint:
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How it was dealt with:

Internal investigation

Investigation of Ofsted

Investigation by other Agencies (please state)

Please give details of any internal investigation or attach any outcome letter from Ofsted:

Actions and Outcomes:

Internal Actions

Actions agreed with Ofsted

Changes to conditions of registration

Other action taken by Ofsted

No action

Actions imposed or agreed with other Agencies

Please give details:




Has a Copy of this Record been shared with parents? Yes or No

Name of Recorder:

Outcome Notified to Parent: Yes or No
(Within 28 days)

Date:

Position:

Name:

Signature:

Date Completed:

A copy of how to complete this complaints record is held by the Coaley Village Playgroup
Secretary.
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