THE FUNNCLUBB LTD & THE FUNNCLUBB OOS - COMPLAINTS POLICY & PROCEDURE

1. Our Commitment

The FunnClubb LTD & The FunnClubb OOS is committed to providing a high-quality, safe, and
welcoming service to all our families. We value all feedback, including complaints, and use it as
an opportunity to reflect, learn, and continuously improve our holiday provisions. We aim to
resolve any issues or concerns promptly, fairly, transparently, and professionally. This policy
aligns fully with the requirements of the Early Years Foundation Stage (EYFS) Statutory
Framework and the Ofsted Childcare Register (Compulsory and Voluntary parts).

2. Our Procedure

We operate a clear, structured multi-stage procedure to ensure all parental concerns are
handled effectively and with due diligence.

Stage 1: Informal Complaint (On-Site Resolution)

¢ We encourage parents or guardians to raise any minor concerns directly with the on-site Lead
Coachinthe firstinstance.

¢ Our Lead Coaches are fully trained to handle operational concerns and will exercise their best
efforts to resolve the issue for you immediately.

¢ Most day-to-day camp misunderstandings can be resolved quickly and informally at this
stage.



Stage 2: Formal Written Complaint (To the Executive Directorate)

¢ |[f you are not satisfied with the response from the on-site Lead Coach, or if your complaint is
of a more serious safeguarding or operational nature, you should file a formal complaint in
writing.

* Please email your written complaint directly to the Director, Reuben Agilinko, at:
hello@thefunnclubb.co.uk

¢ Please include as much objective detail as possible, including your child's name, the date, the
specific camp venue, and the nature of your complaint.

¢ The FunnClubb LTD will formally acknowledge receipt of your written complaint within 48
hours.

¢ In strict accordance with EYFS and Ofsted statutory welfare frameworks, we will conduct a
full, thorough investigation and provide you with a formal written account of the outcome and
findings within 28 days, and completely bounded inside the statutory maximum timeline of 28
days from receiving the complaint.

Stage 3: Escalation to Ofsted

We aim to resolve all complaints internally to your total satisfaction. However, parents and
guardians have a regulatory right to escalate their complaint or report a breach of registration
conditions directly to our governing regulatory body, Ofsted, at any point during this process.

Ofsted can be contacted directly via the following channels:
* Phone: 0300 123 1231

¢ Email: enquiries@ofsted.gov.uk

¢ Website: www.gov.uk/complain-childcare-provider

¢ Address: Ofsted, Piccadilly Gate, Store Street, Manchester, M1 2WD

3. Statutory Record Keeping & Ofsted Compliance

¢ The FunnClubb LTD will maintain a centralised, confidential, and secure "Complaints Log".
This log records the full profile of the written complaint, the trajectory of the investigation, the
conclusions reached, and any corrective actions implemented.

¢ In full compliance with Ofsted Childcare Register and EYFS accountability mandates, these
records will be securely retained for a mandatory minimum period of 3 years from the date the
complaint was made.

¢ The FunnClubb LTD guarantees that this Complaints Log and all associated documentation
will be made fully accessible and available to Ofsted inspectors immediately upon request
during any announced or unannounced site inspection.



Policy Review Details

This policy is a dynamic document and will be reviewed annually, or sooner if there are active
shifts in UK childcare legislation or Ofsted procedural guidance.

e Company: The FunnClubb LTD & The FunnClubb OOS
¢ Director: Reuben Agilinko
e Current Version: 1.2

* Date of Review Approval: 30" June 2026



