
Mr H Out of School Club

Complaints



Complaints

It is reasonable for children, young people, parents and carers to have the right to complain or make 
comment if they are unhappy with the care or service they receive.  Mr H Out of School Club take the 
care of children and young people seriously and will address any concerns that are raised.

Receiving complaints and comments about our organisation also helps us to understand the things that
we do well and where there are areas that need to be improved.

If anyone would like to complain or comment about any aspect of our organisation it is important to take
this seriously and direct them in the first instance to complete a complaints form.  If they are reluctant to
do this or the situation is regarded as serious the comments should be recoded in writing and brought 
to the immediate attention of Team Leader.  (Also see Complaints Policy)

Use of Mobile Phones and Personal Cameras on the Premises

Staff must not use their own personal cameras on the premises or take any cameras with children’s 
images off the premises.  Staff must keep their mobile phones locked away whilst working with children 
and only access them during a break where no child is present (e.g. lunch time).  Staff will be provided 
with a school mobile phone incapable of taking photographs for use on school trips.

Allegations Management

If anyone raises concern about another worker, professional or volunteer where they have:

 behaved in a way that has harmed a child, or may have harmed a child; 
 possibly committed a criminal offence against or related to a child; 
 behaved towards a child or children in a way that indicates he or she may pose a risk of harm 

to children; or 
 behaved or may have behaved in a way that indicates they may not be suitable to work with 

children.

This will be reported to Corey Taylor, Manager.   The Named Senior Person must inform the Newcastle 
Local Authority Designated Officer (LADO) for Allegations Management.  The LADO will advise on how 
to proceed, whether the matter can be dealt with within our organisations own arrangements or whether
a multi-agency strategy meeting is required.

Newcastle LADO Melanie Scott –No: 0191 2772500

Where the LADO decides that the issue can be dealt with internally, the reasoning and advice will be 
recorded and sent to Children’s Services Referral and Assessment Team and the Police Child 
Protection Unit.  In this instance, it will be necessary to comply with the timescales in the Local 
Authority guidance and inform the LADO of the outcome of the investigation.

Where the LADO decides the case needs to proceed to an ‘Incident Evaluation Meeting’ (IEM) meeting 
she/he will make a referral to the Children’s Services Referral and Assessment Team and convene the 
meeting/s in accordance with their guidance.



Complaints made directly to the police will be reported to the LADO as soon as possible and again 
she/he will decide whether to hold a strategy meeting.  The Police may interview the complainant if they
feel this is inappropriate.

If the member of staff has been employed through an agency and therefore are ‘on supply’ we must 
follow the guidance as set out in Annex B below.

Action to be taken following the referral

Ensure that an accurate record is made and kept, detailing the concerns that have been referred.

Make sure the concerns are confirmed in writing to the Referral and Assessment Team following the 
referral (within 48 hours).

Accurately record the action agreed or that not further action is to be taken and the reasons for this 
decision.
The following definitions will be used when determining the outcome of allegation investigations:
Substantiated: there is sufficient evidence to prove the allegation
Malicious: there is sufficient evidence to disprove the allegation and there has been a deliberate act to 
deceive
False: there is sufficient evidence to disprove the allegation
Unsubstantiated: there is insufficient evidence to either prove or disprove the allegation. The term, 
therefore, does not imply guilt or innocence
Unfounded: to reflect cases where there is no evidence or proper basis which supports the allegation 
being made.


