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Compliments & Complaints Policy for Centre Users 
 
Reviewed: September 2026 
Ratified:  October 2026
Next review:  September 2027

Introduction  
 
Parents/carers want their children to be happy and successful, and we want all the children attending Pen Green & Kingswood to enjoy their time here and to do well.  
 
We recognise that parents/carers play an important part in making this happen. Therefore, we aim to provide as many opportunities to keep parents/carers informed and involved in their child’s progress as we possibly can. Regular chats, home visits and open days all help to ensure questions, concerns and misunderstandings are dealt with quickly and effectively.  
 
The Pen Green and Kingswood Centre also welcome compliments and positive feedback on the services that children and their families experience during their time at the Centres. 
 
A compliment is telling us about a great service you have received from us - either a member of our staff, or an organisation who provides services on behalf of the Pen Green and Kingswood Centres.  
 
Positive feedback helps us to praise and recognise staff who go above and beyond their normal duties to make a difference to Centre users; to identify services that work well to make a difference to you and your family; to help us to know that we’re doing things right and to offer the best service to you for the money spent on it. 
 
For compliments and comments, we will acknowledge your compliment or comment and make sure the person or service it relates to gets it. We also report this information to our Governors and to the Local Authority so that they can see how staff go those extra lengths to help children and families using the Centres. 
 

How to compliment us:
The easiest way is to share feedback with workers directly involved in the activity who can complete a Compliment Feedback Form (Appendix 1), you can complete an evaluation form as part of an activity, you can complete a parent satisfaction form, or you can email us at enquiries@pengreen.org 
 
We also understand that at times a parent of a child in Nursery may have a concern or worry that they need to share with us. We would always take these informal concerns seriously and ask parents/carers to share them with us, so we can together, seek satisfactory resolutions. We would encourage sharing worries or concerns with your family worker in the first instance to seek a satisfactory resolution.
 
In addition, there may be times when adults using the Centre services may wish to share a worry or concern with us.  If adults accessing the Centre have a worry or concern, please, in the first instance, speak to a member of staff. For students accessing our Adult Education we would encourage speaking to the course tutor in the first instance to seek a satisfactory resolution. 
 
The Pen Green and Kingswood Centre have a commitment to the local community and encourage their active involvement where possible in the design and delivery of services.  This has always been a core value of the Centre and therefore we constantly look to foster good relationships with our neighbours and partners.  In the event of a genuine concern or problem being raised by a member of the public the Centres would wish to seek a satisfactory resolution for all involved parties. 
 
A concern is an expression of worry or doubt over an issue considered to be important for which reassurances are sought. 
 
However, we also recognise that there are times when things do go wrong, when concerns continue, and differences of opinion develop. Whatever the issue, including any specific issues relating to SEND, and even where parents/carers are seriously concerned about their child’s future at Pen Green & Kingswood, it’s important to try to find a solution; disruption to a child would be the most damaging result of all.  Most issues can usually be resolved promptly and satisfactorily by speaking to the right person.  
 
A complaint is an expression of dissatisfaction or disquiet, however made, with the quality of a service or with a failure to provide a previously agreed service, or with the attitude or behaviour of a member of staff.  
 
It is worth being aware that some complaints do not relate directly to the complaints policy, on these occasions staff grievance or disciplinary procedures would be followed. 
 
Under Section 29 of the Education Act 2002, school governing bodies have the responsibility to deal with nearly all complaints about the school and the services that the school provides. 
 
Anonymous Complaints - these are not normally investigated, however the Head of Centre along with the Chair of Governors will determine if the complaint requires investigation. 
 
Key Principles 
 
All users of Pen Green & Kingswood Integrated Centre have a right to  
· complain 
· be heard 
· have their concern or complaint resolved as soon as possible. 
 
These procedures are designed to  
 
· be accessible 
· promote user satisfaction 
· respect people’s confidentiality  
· reflect the policy to provide a high-quality service. 
 
We aim to establish and maintain an effective, high quality and responsive system for dealing with concerns and complaints.  If a complaint is made, services will continue to be offered to the parent/carer, the children, or the student while the complaint is being investigated. We will always ask the complainant what they think needs to happen to resolve the issue. 
 
A complaint may be made in person, by telephone or in writing. 
 
The only exceptions to this Complaints Policy, is where the complaint refers to the Admissions Policy, the statutory assessment of SEND and school re-organisation proposals, all of which have their own specific complaint route. 
 
Any complaint which raises concerns about a child’s safety or welfare will be referred immediately to the Designated Safeguarding Lead and managed in accordance with the Child Protection and Safeguarding Policy.
If the complaint is against the Head, then the complaint will be referred immediately to the Chair of Governors/Local Authority Designated Officer (LADO). If the complaint is about the Chair of Governors, then the complaint should be referred to Local Authority Designated Officer (LADO).
 
The Designated Safeguarding Lead is responsible for ensuring safeguarding practice aligns with Working Together to Safeguard Children (2023, as amended) and Keeping Children Safe in Education 2026.
All staff are encouraged to deal with routine difficulties as they arise. Pen Green & Kingswood’s complaints procedures are not intended to detract from staff’s ability to use their initiative to solve problems informally, efficiently, and effectively for the benefit of both service users and the service. 
 
A summary of the complaint's procedure is available at the end of this document. Complainants will be offered help in following this procedure. 
 
 


 Making a Complaint 
 
Step 1: What to do initially 
 
· Complainants are asked to speak firstly to the worker or tutor they are most involved with. We will always try to resolve complaints informally and as quickly as possible. 
 
· If the complainant feels their concern has not been resolved they should discuss their complaint with the Lead for 0-3s, the Lead for Nursery, the Lead for Kingswood Community Nursery, the Lead for the Research Base, or the lead in the Administration team. 
 
Where a written complaint relates to the EYFS Safeguarding and Welfare Requirements, the Centre will investigate the complaint and notify the complainant of the outcome within 28 days of receipt.
· In all cases the concern or complaint will be recorded on the appropriate form, ‘Record of Complaints,’ copies of which are kept in the office of the Head of Centre. Records of complaints and investigations will be retained securely in accordance with the Centre’s Records Retention Schedule and Data Protection policy.
 
· The record will be dated and indicate the action to be taken at each stage. If further investigation is needed, we will set new time limits and inform the complainant of the new deadline explaining why further time is necessary. 
 
· All telephone calls, conversations and meetings will be logged, and the content recorded. 
 
· All participants in meetings will be informed that records will be made as supporting evidence and kept if necessary. 
 
· We ask complainants to inform us of their complaint as soon as possible after the incident arises to ensure we can investigate fully and gather as much information as possible. 
 
· Complaints need to be raised within 3 months of the incident, or where a series of associated incidents have occurred within three months of the last of these incidents.  The Centre will consider complaints made outside of this time frame if exceptional circumstances apply. 
 
· Formal withdrawal of complaints must be made in writing to the Head of Centre. 
Step 2: What to do next 
 
If the complainant is still not satisfied with the response that they are getting, then he/she can contact one of the Assistant Heads of Centre, the Deputy Head of Centre or the Head of Centre for Pen Green & Kingswood.  
 
This can be done by speaking to them directly or by speaking to a member of the administration team and making an appointment. We will arrange the meeting within five working days of the request being made.
 
Please remember that investigating complaints takes time. After the meeting, the Assistant Head, Deputy Head or Head of Centre may suggest a further meeting, or else they will arrange to write to the complainant with the outcome.  The outcome could be that no further action is required on the part of the Centre, or it could be that certain actions will be taken to ensure there are no further concerns. 
 
Complaint Resolution 
 
If appropriate, we will acknowledge that the complaint is upheld in whole or in part. In addition, we may offer one or more of the following:  
· an explanation 
· an admission that the situation could have been handled differently or better  
· an assurance that we will try to ensure the event complained of will not recur 
· an explanation of the steps that have been or will be taken to help ensure that it will not happen again and an indication of the timescales within which any changes will be made 
· an undertaking to review school policies in light of the complaint 
· an apology. 
 


Step 3: Complaints to Governing Body 
 
As this is a serious step to take, it is important that matters have been thought through carefully, and that every possible attempt has been made to solve any concerns by other means. If you are not happy with the outcome of your complaint to the worker, their senior manager, the Assistant Head, the Deputy Head or the Head of Centre then you have the right to complain to the Governing Body. 
 
If the complaint is about the Head of Centre this should be addressed in the first instance to the Chair of the Governors, whose address is the Pen Green Centre for Children & their Families, Pen Green Lane, Corby, NN17 1BJ and marked Strictly Private & Confidential or alternatively by phone on 01536 400068. 
 
If a complaint is made against the Chair, Vice-Chair or any other Governor this will be investigated by an independent investigator appointed by the Governing Body or advice sought from the Local Authority.  At the conclusion of the investigation the independent investigator will provide a formal written response. 
 
If a complaint is made to the governing body, a committee of governors will be called together to hear the case, and all sides will be invited to submit a written statement. The complainant will also be asked to attend a hearing to present their side of the story. The decision of the governing body’s Hearing Committee will be confirmed in writing and may include recommendations for action to help resolve matters. 
 
If the complainant is still unhappy, they will be able to refer their complaint to the Governing Body’s Appeal Committee.  
 
If after this, they are still unhappy, they could contact the Local Authority - 
North Northamptonshire Council (northnorthants.gov.uk), 

Ofsted 
www.gov.uk/government/organisations/ofsted 

or the Department for Education 
(www.education.gov.uk/contactus)  
 
The Pen Green and Kingwood Centres are committed to dealing with all complaints fairly and impartially, and to providing a high-quality service to those who complain and do not normally limit the contact complainants have with our Centres.  However, we do not expect our staff to tolerate unacceptable behaviour and will take action to protect staff from such behaviour, including that which is abusive, offensive or threatening.  
 
The Centres define unreasonable behaviour as that which hinders our consideration of complaints because of the frequency or nature of the complainant’s contact with the Centre, such as, if the complainant:  
 
· refuses to articulate their complaint or specify the grounds of a complaint or the outcomes sought by raising the complaint, despite offers of assistance 
· refuses to co-operate with the complaint's investigation process and within the stated timelines 
· refuses to accept that certain issues are not within the scope of the complaint's procedure 
· insists on the complaint being dealt with in ways which are incompatible with the complaint's procedure or with good practice 
· makes unjustified complaints about staff who are trying to deal with the issues, and seeks to have them replaced 
· changes the basis of the complaint as the investigation proceeds  
· repeatedly makes the same complaint (despite previous investigations or responses concluding that the complaint is groundless or has been addressed) 
· refuses to accept the findings of the investigation into that complaint where the Centre’s complaint procedure has been fully and properly implemented and completed. 
· seeks an unrealistic outcome  
· makes excessive demands on Centre time by frequent, lengthy, and complicated contact with staff regarding the complaint in person, in writing, by email and by telephone while the complaint is being dealt with 
· uses threats to intimidate staff or uses abusive, offensive or discriminatory language or violence 
· knowingly provides falsified information and/or publishes unacceptable information on social media or other public forums. 
Complainants should try to limit their communication with the Centre in relation to their complaint, while the complaint is being progressed. It is not helpful if repeated correspondence is sent (either by letter, phone, email, or text), as it could delay the outcome being reached.  
Whenever possible, the Head of Centre or Chair of Governors will discuss any concerns with the complainant informally before applying an ‘unreasonable’ marking.  
If the behaviour continues, the Head of Centre will write to the complainant explaining that their behaviour is unreasonable and ask them to change it. For complainants causing a significant level of disruption, we may specify methods of communication and limit the number of contacts in a communication plan. This will be reviewed after six months. 
In response to any serious incident of aggression or violence, we will immediately inform the police and communicate our actions in writing. This may include barring an individual from the Pen Green and Kingswood Centres. 
 
Record Management and Data Protection 
 
[bookmark: _Int_f5SXcPnc]All aspects of the complaint's procedure must adhere to the requirements of the Equality Act 2010, the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018.  Any personal information obtained in relation to a complaint is only used for that purpose. Support will be provided where required to enable all individuals to access the complaints procedure, including translation, interpretation, alternative formats and reasonable adjustments for disabilities.
 
Learning from Complaints
The Centre will regularly analyse compliments, concerns and complaints to identify themes, trends and opportunities to improve services.  Outcomes will be reported to Governors and used to inform quality improvement planning.
 
 
 





Appendix 1 
 
Compliment Recording Template for Integrated Centre Users 
 
The Pen Green and Kingswood Integrated Centre welcomes compliments and positive feedback on the services that children, families and students experience during the course of their time at the Centres.  We want to wherever possible capture this information. 
 
Positive feedback helps us to praise and recognise staff who go above and beyond their normal duties to make a difference to Centre users; to identify services that work well to make a difference to you and your family; to help us to know that we’re doing things right and to offer the best service to you for the money spent on it. 
 
For compliments and comments, we will acknowledge your compliment or comment and make sure the person or service it relates to gets it. We also report this information to our Governors and to the Local Authority so that they can see how staff go those extra lengths to help children and families using the Centres. 
 
	Name of Worker/Activity 
receiving feedback 
	 
	

	Name of individual giving 
feedback 
	 
	

	If professional or partner agency, please state service: 
	
	

	Method of feedback (please circle 
	FB 
	Text 
	Email 

	
	Verbal 
	Phone message 
	 

	Feedback 

	
	

	Name of worker/representative recording feedback 
	
	Date 


Summary of the Integrated Centre’s Complaints procedure 

Reviewed: September 2026 
Ratified:  October 2026
Next review:  September 2027

If for any reason you have anxieties or issues relating to the service that you or your child has received in the Centre, please use the following procedure: 
 
1. Speak to a member of staff about your complaint, letting them know what you would like to happen to resolve your complaint.  
2. If your complaint is not resolved, speak to a senior staff member in relation to your area of complaint. 
 
	Assistant Head (2-5s) 
	Nursery (Den / Studio) 

	Assistant Head (0-2s) 
	0-2 provision (Couthie) 

	Assistant Head (2-5s) 
	Kingswood Community Nursery 

	 Assistant Head (0-2s)
	Creche 

	Head of Centre
	Groupwork 

	Deputy Head (Research)
	Further and Higher Education courses 

	Assistant Head (Research)
	Adult Education 

	Executive Assistant 
	Administration Team, Premises Team, and Catering Team 


 	 	 	 	 
3. If you feel the issue still hasn’t been resolved and you would like further advice, then please contact the Deputy Head or the Head of Centre for Pen Green & Kingswood on 01536 400068. 
4. If you are still unsatisfied you can contact the Chair of Governors via the Executive Assistant to the Governors 01536 400068. 
5. If after this, you are still unhappy, then you may want to contact the Local Authority Ofsted (0300 123 4666) or the Secretary of State for Education (http://www.education.gov.uk/aboutdfe/complaintsprocedure/b00212240/ma king-complaint-school/how-to-complain).  
 
Please remember we want to know about your concerns and complaints; we will listen and always work with you to try and resolve any difficulties that you may be experiencing with Pen Green & Kingswood services. 
Record of complaint 
 
	Date
	Name of parent/carer
	Nature of complaint
	Staff
member
who dealt with the complaint
	Outcome
	Signature

	
	
	 
	 
	 
	 


  


Complaints Procedure· Contact the Local Authority, Secretary of State for Education, or OFSTED
· In the case of a complaint by a student the next contact point will be the Awarding Body for the qualification i.e UH UoB, CACHE
Issue resolved
Issue not resolved
Governor’s complaints panel meeting arranged
· Issue letter inviting complainant to meet
· Issue letter confirming panel decision
· Ensure the Head of Centre is informed of outcome
Issue resolved
Issue not resolved
Complaint heard by Deputy Head or Head of Centre
Will be the Head of Centre if the complaint is against a Deputy Head
Issue resolved
Issue not resolved
Issue resolved
Issue not resolved
Complaint heard by senior staff member
Assistant Heads (2-5)		Nursery (Den/Studio/Kingswood community nursery
Assistant Head (0-2)		Couthie, creche
Head of Centre		Groupwork 
Deputy Head (Research)	Further & Higher Education Courses
Assistant Head (Research)	Adult Education
Executive Assistant		Administration, Premises and Catering Teams
Complaint heard by staff member
Ensure the Deputy Head or assistant head is informed of the outcome.

                1 
 
                1 
 
2  Linked documents: EYFS 2026; KCSIE 2026
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