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Complaints & Compliments  

Rationale
We are committed to gaining feedback from our service users, to ensure that we provide a service which meets their and those of the wider community. Receiving feedback will allow us to continually reflect on, improve and evolve our practice and services provided.  
Aims
· To resolve complaints speedily, effectively and fairly. 

· To ensure service users are able to give feedback on the service they have received and to comment on anything that could be improved or have made their experience better.
Implementation of the Policy
Responsibilities of ARM Children’s Centre Group staff:
· Compliments/Comments boxes & slips will be available to service users in each Centre reception/group area. 
· Service users can also leave feedback on the centres website www.armccgroup.org.uk
· Comments and feedback will be collected from parents who attend stay & play groups or activities at the end of each term. These comments will be displayed in the group planning books.
· All adults that attend a training course or session at the centre will be asked to fill out pre and post questionnaire or evaluations.

· Leeds City Council complaints procedure leaflets will also be available in each centre.

· Any complaints should be passed on to the Centre Manager as quickly as possible. The Manager will aim to contact the complainant at the earliest opportunity and try to resolve the matter through verbal discussions. If this cannot be achieved the complainant will be advised to put the complaint into writing and address to the Centre Manager to investigate further. Managers email dtown@armccgroup.org.uk 
· Complaints received in writing will be responded to within 10 working days. 

· If complainants are not happy with the outcome of the investigation undertaken by the Centre Manager their complaint can be escalated to the Centre’s Line Manager; Jo Odu (Cluster Lead) at joodu@armcluster.co.uk or  Leeds City Council Complaints Team at complaints@leeds.gov.uk 
· In the absence of the Manager complaints will be dealt with by the Deputy Centre Manager or Cluster Lead named above.
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