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                                           ENERGY AFTERSCHOOL-COMPLAINTS POLICY – REVISION 1  

This policy is complaint with the Registration of School Age Services Regulations 2018 and is 

available to all parents, staff and children in ENERGY afterschool service. 

ENERGY service provides a safe and open environment to listen to all complaints made b staff, children 

and parents/carers.  

All complaints are treated seriously and acted on promptly. ENERGY service has a clear and concise 

procedure for dealing with complaints (see Appendix 1). ENERGY service has a child friendly 

complaints policy and procedure.   

This policy is available to parents/carers, children and staff and relevant persons, displayed at the 

entrance doors and available on service website.  

To reduce the risk of infection, we will follow Infection control and Risk management policy for Covid 

19. Communication will be priority at all times, through reduced contact means and where possible 

by electronic forms of communication  

  

How a Complaint is received:  

ENERGY service is committed to open and regular communication with parents/guardians.   

All comments are welcome, whether they are positive or negative.  

Complaints will be accepted irrespective of the nature of the complaint or who the person making the 

complaint is.  

  

How to make a Complaint  

A complaint may be made by the child directly affected or by a parent/carer acting on their behalf.   

A complaint can come to the attention of the service in two ways:   

 

Unwritten Complaints  

Some complaints may fall more into the category of disagreements or differences of opinion and may 

be resolved through discussion and compromise on the part of both the person making the complaint 

and the staff member concerned.   

A parent/carer who wishes to make a complaint, should approach ENERGY manager: Claire and/or 

staff with a view to resolving the complaint.    

  

If the complaint remains unresolved and the parent/carer wishes to pursue the matter further, she/he 

should lodge the complaint in writing.  

Directing the written complaint to the Lawrencetown Community Development Group secretary.  

All complaints are recorded and documented and kept on file for a period of 5 years.  
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 Written Complaints  

Complains received in writing and signed by parents/carers of pupils will be investigated formally.  

Written Complaints should be lodged with ENERGY service manager: Claire and Lawrencetown 

Community Development Group Secretary.  

  

Complaints not managed by the Service:  

Any complaints not within the scope of the service to investigate, will be referred appropriately to 

relevant bodies: child safeguarding will be priority of ENERGY service.  

  

• If there is good reason to believe that the situation has Child Protection implications, the child 

safety officer will be contacted, the local Tusla Duty Social Worker may also be contacted.    

 

• If any person involved in the complaint has good reason to believe that a criminal offence has 

been committed An Garda Síochána may be contacted.  

 

• Where a complaint relates to Health and Safety the Health and Safety Authority may be 

notified.  

  

 

The Claims Process  

  

Informal Process (Unwritten Complaints)  

Parents/carers who wishes to make a complaint are encouraged to speak directly to the relevant 

member of staff: 1st Manager: Claire.  

In the event of a complaint made against another child/children, appropriate steps will be taken, 

involving the said child/children and parents/carers, to facilitate a listening environment and aim to 

rectifying the situation if possible.  

All information will be recorded and documented. A signed copy will be kept on file for a period of 5 

years.  

If a satisfactory resolution cannot be found, then Stage Two of the procedure will formally come into 

operation.  
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Formal Process (Written Complaints)  

If informal discussions of a complaint or problem have not produced a satisfactory resolution to the 

situation, those making the complaint are encouraged to put their complaint in writing to the ENERGY 

service manager: Claire and Secretary of Lawrencetown Community Group.   

All necessary support will be provided. Relevant names, dates and any other important information 

on the nature of the complaint should be included.   

An acknowledgment receipt of the complaint will be provided in writing as soon as possible – within 

5 working days.  

A full investigation of the matter will be complete within 10 working days.   

If there is any delay, those who made the complaint will be advised of this and offered an explanation.   

ENERGY service management and Lawrencetown community Development group committee will be 

responsible for sending a full and formal written response to the complaint.  

  

A full investigation will be carried out, which may include:  

• Interviews with all relevant individuals   

• Minute taking of all meetings   

• Individuals being informed that they may have an appropriate individual present with them 

during the investigation.   

  

Where no grounds for the complaint are found, the person making the complaint will be notified and 

information detailing the next stage will be provided.  

Where grounds for the complaint are found, all the required details should be made using the attached 

Complaints Form Staff members must participate and support the investigation of any complaint, 

where requested. 

Any staff member involved in the complaint will be supported throughout the process.  

  

 Communication of the Response/Outcome   

A formal response to any complaint will be sent from ENERGY service management to the person who 

made the complaint and copied to all relevant members of staff if appropriate.   

The response will include recommendations for dealing with the complaint and any necessary 

amendments to the service’s policies and/or procedures and/or risk management procedures, arising 

from the investigation.  

A time may be arranged to meet the person who made the complaint and any other relevant 

individuals, such as members of staff, to discuss the complaint and the service’s response to it.  

The manager will judge if it is best for all parties to meet together or if separate meetings are more 

appropriate.   
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The person making the complaint will be notified of the progress of an investigation on an ongoing 

and regular basis by the manager in writing, by email or letter.  

The person making the complaint will be immediately informed of the outcome of the complaint once 

it has been completed.  

  

Appeals  

If, at the conclusion of the above process, those who made a complaint are dissatisfied with the 

response they have received, a written letter to ENERGY service management and Lawrencetown 

community development Group secretary, notifying the service of the dissatisfaction, and outlining 

the issues should be made within 10 working days   

  

A further 10 working days are allowed for a reply.  

  

Role of Tusla  

If a person making a complaint is dissatisfied with the service’s response or feels for any reason that 

they cannot bring the concern directly to the manager/ Community development group, they can 

contact Tusla’s Early Years Inspectorate.  

Tusla’s Early Years Inspectorate does not investigate individual concerns or complaints.  

All information received is assessed to determine if any concerns relating to the health and welfare of 

children exists within the remit of the 2016 Regulations.  

The information determines the focus and timing of Tusla’s inspections.  

  

Where Tusla Early Years Inspectorate considers that there is a potential risk to the health, safety and 

welfare of children in an Early Years Service, Tusla Early Years Inspectorate will take appropriate 

actions with the service provider to ensure that the risk is addressed.   

  

To contact Tusla regarding a concern about this or any early years service you can contact in the 

following ways:  

 

Email: early.yearsui@tusla.ie Call: 061 461700 Or download a complaints form at:  

www.tusla.ie/services/preschool-services/concerned-about-the-operation-of-a-eys/  

  

Send it to: Tusla Early Years Inspectorate, Unsolicited Information Office, 2nd Floor, Estuary House, 

Henry Street, Limerick.  

Record Keeping  

Records of all complaints are kept in the Complaints Records File, separate from children’s files.   



5 
 

All information relating to complaints is to be shared only on a need-to-know basis.  

Records of all complaints are kept on file according to regulations and for a period of 5 years.  

  

The record will include:  

• The name of the complainant  

• The nature and details of the complaint  

• The date and time the complaint was received  

• The manner in which the complaint was received  

• The name of the person who received the complaint  

• The manner in which the complaint was dealt with, including: Any local resolution 

implemented. 

• Any specific meetings held with the person making the complaint and minutes of any such 

meetings  

• Timelines for investigation of the complaint and notification of the outcome to the person 

making the complaint  

• Details of the investigation carried out  

• The outcome of the investigation  

• Details of any corrective or preventive actions to resolve the complaint  

  

Children who wish to make a complaint:  

Children who wish to make a complaint are encouraged to talk to parents/carer first.  

Parents/carers are then responsible for registering the complaint either informally or formally and the 

above procedures apply.  

 If, however a child does not wish to speak with a parent/carer, details of the complaint will be taken 

and recorded (as above).   

The child’s parent/carer is then contacted by ENERGY management and a decision is made to either 

deal with the complaint informally or formally.  

  

 The complaints procedure is kept as simple as possible:  

Anyone making a complaint will be supported through the process as needed and given a copy of the 

‘Complaints Policy and Procedures’.   

When a complaint is received every effort will be made to address the issue informally before moving 

to a formal procedure.    
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Appendix 1 - Complaints Form  

  

Please complete all sections of this form using block letters.   

  

Name of person making complaint: …………………………………………………………  

  

Address: …………………………………………………………………………  

  

……………………………………………………………………………………..   

  

Phone number: …………………………………   

  

Date & time complaint was first made:  Date & time of incident:   

  

…………………………….       .…………………………….   

  

Name of person to whom complaint was first made:   .…………………………….……  

  

…………………………………………..……………………………………….……………  

  

Name of Registered Provider:   

  

……………………………….……………………………………………………  

  

Details of Complaint:   

  

….……………………………………………………………………………………………  

  

…………………………………………………………………………………………………  

  

…………………………………………………………………………………………………  
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………………………………………………………………………………………………  

  

…………………………………………………………………………………………………  

  

 Please continue on an additional sheet if required   

  

 Signature: ………………………………………     Date: ……………………..……   

 

 Please return to: ENERGY service management.  

  

  

Read by ENERGY service management:  

  

Signature: ……………………………………………….      Date: ………………………. 
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Review and Monitoring  

This Complaints Policy will be continuously monitored and reviewed by the community group and 

formally on an annual basis and when the need arises. The community group committee will ensure 

that adequate training/information and support is provided for all staff members, parents and group 

members. 

 

Policy Author: 

  

  

Date Policy adopted by the group on: 03rd September 2020  

  

Signed:  

     

Chairperson-Brian Kenny  

  

Signed: 

 

Secretary- Tom Cahill  

  

Signed:  

 

Treasurer- Jacinta Colohan 

 

 


