University of Holiday Scheme

COMPLAINTS PROCEDURE

Purpose

To provide a clear and fair process for parents and
carers to raise concerns or complaints and ensure
they are addressed appropriately and promptly.

Review Frequency

Annually or if an incident occurs the policy must be
reviewed immediately

Date approved

September 2026

Date of next review

September 2027

The named staff members (at least 2) responsible for the upkeep of the policy are:

Jo Warren, Nursery manager

Rachael Snell, Holiday Scheme Coordinator

The Holiday Scheme is committed to providing to all its users a high-quality service which will
be managed efficiently, and which will be publicised with clarity and precision. We strive to
deal with all users in a manner which is fair, efficient, and courteous, and within the letter
and spirit of the University’s equal opportunities policy

If a parent/carer has an issue either involving their individual child or the Holiday Scheme as
a whole, they should in the first instance raise this issue with a senior member of staff at the

Holiday Scheme.

Please contact Rachael Snell, Holiday Scheme Coordinator

holidayscheme@warwick.ac.uk

If the parent/carer feels unable or unwilling to raise the matter in this way, they should

approach:

Jo Warren, Head of Children'’s Services

nurseryenquiries@warwick.ac.uk
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If the parent/carer feels unable or unwilling to raise the matter within the department, they
should approach:

Andy Smith, Director of Wellbeing and Safeguarding Services

A.A.Smith@warwick.ac.uk

Issues raised will be dealt with within the following appropriate framework.

e A matter relating to an individual child should be discussed between the child's
parent/carer and the Holiday Scheme Coordinator.

e Should the matter not be resolved, the issue will be brought to the attention of the Head
of Children’s Services and a parent/carer meeting will be arranged.

e Should the matter not be resolved, the Director of Wellbeing and Safeguarding will meet
with all parties involved if necessary.

e If the matter raised concerns a general or policy issue, again it should first be raised with
the Holiday Scheme Coordinator, who will address the issue in discussion with the staff
and, if appropriate, the Head of Children’s Services and/or the Director of Wellbeing and
Safeguarding.

At all points throughout these processes the parent/carer will be kept informed of any
progress. A log of the complaint will be kept, and parents may request to see this log at any
time. Any complaint will be investigated and responded to within 28 days.

At any time, a parent may prefer to raise a complaint with Ofsted. They can do this by
contacting the following address:

Ofsted

National Business Unit
Piccadilly Gate

Store Street
Manchester

M1 2WD

Email: enquiries@ofsted.gov.uk
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Tel: 0300 123 1231

It should be noted however that Ofsted will only investigate complaints were there is a

failure on the part of the setting to meet the statutory requirements of the Early Years
Foundation Stage Statutory Framework
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