London Borough of Merton Procedure for Complaints Regarding the Delivery of the
Free Early Education Entitlement by Providers in the Merton Directory of Providers
Parent has a query in relation to an Early Years provider not complying with their terms and
conditions of funding. To see full terms and conditions go to:
www.merton.gov.uk/www.merton.gov.uk/early_years_funding_providers_guide

Stage One

Parent raises query with the
provider and awaits a response

The query is satisfactorily
resolved with the provider. No
further action required.

The query is not satisfactorily
resolved. Move to Stage Two.

Stage Two

Parent completes the Stage Two Form requesting the LA to
explore the matter further. On completion the form should be
emailed to: fsd@merton.gov.uk

On receipt of the form the LA will contact the provider and notify them that Stage
Two of the complaints procedure is in progress and request information and any
documentation if required. The information submitted by the provider will then be
reviewed to establish if a breach of the terms and conditions has occurred. The
review will take up to 14 working days.

Stage Three

The review concludes that the provider is
not in breach of their terms and conditions
and the parent and provider are notified of
the outcome (via Part Three of the Stage
Two Form).

The provider is found to be in breach of
their terms and conditions. The parent
and the provider will be notified (via Part
Three of the Stage Two Form).
Move to Stage Three.

A formal investigation commences, followed by a formal meeting with the provider.
The provider will then be given a clear action plan with timescales in which to
remedy the breach of the terms and conditions. The formal investigation will take
up to 21 working days. Parents will be notified of the outcome. If the provider fails
to comply with the required actions within the timescales given they will be formally
notified of their removal from the Directory of Providers.

