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S.O.K.O. MISSION STATEMENT/PHILOSOPHY
We aim to provide a nurturing home-like environment that fosters the child’s emotional, social, intellectual, and physical development.  We allow the children to explore and learn through guidance given by trained, caring and knowledgeable staff.  We seek to provide individual attention in a clean, healthy, and creative environment designed for children and their needs.

Nutrition Policy
We request that all parents send complete and nutritious food from home for lunches.  Food guides are given to parents at the start of the year.

We facilitate this by heating food brought from home in one of two microwaves on site.

Our staff encourages children to eat the nutritious, main part of their lunches first,(ie. sandwiches or soup etc.) before any treat items.  If a child is bringing insufficient food or no lunch at all, we will notify the parents about this immediately.

If a child comes without a lunch (for whatever reason) we will provide a healthy lunch and drink free of charge.  If this becomes an ongoing occurrence, parents will be notified.

S.O.K.O. Inclusion/Diversity Policy
It is our policy at S.O.K.O. to include children of any race or religious affiliation.  We will not discriminate against children with mental or physical disabilities.  We will endeavour to include all children in S.O.K.O.’s activities, and modify our program if required, to meet any special needs of the children involved.

S.O.K.O. Open Door Policy
At S.O.K.O. we encourage parental involvement in our program.  We have an open door policy on regular school days, P.D. days, and during summer camps.  Parents are invited to come in on their child’s birthdays and share this special day with the other children.  If a child is having problems adjusting to a new routine at the beginning (especially Kindergarten), parents may stay for awhile during this time. (it is advised that every day is a lesser period, so the child does not develop a total dependence on his/her parent being present all the time).                                            

S.O.K.O. Orientation Policy
Before parents enroll their children at S.O.K.O., we encourage them to bring their child to the facility to get acquainted with the building, staff, and other children.  Every September we host an orientation open house for all families. We also orient them to the program by providing a copy of the parent handbook available on our website (sokokids.ca). We have an orientation checklist for you and child to fill out during the orientation process.  Staff are always available to answer any questions that new families may have.

S.O.K.O. Child Guidance Policy
It is S.O.K.O.’s goal to provide a safe environment where children feel good about themselves and have a positive experience. When a child’s behavior is unacceptable or unsafe for himself or others, discipline is a necessary part of guidance. Our staff act as positive role models and are guided by accurate knowledge and understanding of child growth and development.
CHILD GUIDANCE PREVENTATIVE TECHNIQUES:
1. Thoughtful planning of the environment and schedule will prevent boredom and anxiety. Age appropriate equipment, smaller sub groups, and comfortable room arrangements will be maintained.

2. Defining and explaining limits will be clearly stated in a precise, specific, and concrete way.

3. We are aware of young children’s needs to model after the adults in their lives. We will strive to be positive examples. 

4. Children and parents are encouraged to become active in setting up guidelines and limits for the S.O.K.O. Inc. program.

5. We will encourage positive behavior by recognizing a child’s positive actions.

WHEN CHILD GUIDANCE IS NECESSARY TO DEVELOP SELF CONTROL:
1. We will never act aggressively towards a child. We will never use physical force, such as hitting, pinching, biting, or slapping. We will never attempt to lower self-esteem with verbal abuse.

2. Re-direction, guidance, reason, and discussion will be used as the situation warrants. The guidance given will fit the specific moment.

3. We may choose to provide “Time Out” from a play situation or equipment/toys if a child is having difficulties handling the situation. This is will preferably take place in the immediate area or on a chair in the office. The child will have input and will be allowed to return as soon as possible. We want him/her to view their time away from the group as a relief rather than a punishment.

4. We may ask a child to leave an activity or object as a consequence of behavior. This will be related to the unacceptable behavior and occur within a time span understandable to that particular child.

5. In some instances, children may have an upcoming activity or special event withdrawn from their use. This might be a field trip, art activity, or distal supervision. 
S.O.K.O Anti-Bullying Philosophy and Policy

(www.bullybeware.com, www.bullying.org, www.bullyfreealberta.ca)
“Every child has a right to feel safe at home, at school, and in the community.”

Bullying needs to be dealt with directly.  To stop hurtful behavior, we all need to respond when it occurs and take steps to prevent it from happening again.

Basic elements of bullying to watch out for are:

1. Unequal power: One child has more power than the other child. (or it seems that way to the children involved)

2. Hurtful actions:  Physically or psychologically harmful behavior takes place.

3. Direct and indirect actions: The behavior may be face to face or behind one’s back.

4. Repetitive behavior:  The hurtful actions keep happening so the child being hurt finds it more difficult to escape.

HOW WE AS CAREGIVERS CAN HELP:
Bullying is not a problem that children can resolve themselves.  It is a power struggle that is difficult to change without the help of an adult.  In most cases, it will require only a few minutes to stop the behavior, especially if you act immediately and in a consistent matter.

Unfortunately, most bullying occurs when you are not looking.  When you are told about it, take it very seriously since children usually go to an adult as a last resort.

HOW S.O.K.O WILL DEAL WITH BULLYING:

1. Listen and respond to all complaints from children in our care about bullying, even the seemingly trivial ones such as name calling.

2. Be aware of social interactions of children in a group. Arrange groupings to separate children who tend to have negative reactions with others.

3. Place children who tend to be left out of groups into one where they will be accepted.

4. Consider how you treat others, and allow others to treat you.  As a role model, your actions and reactions can influence how children relate to each other.

CONCRETE ACTIONS BY S.O.K.O. STAFF:

1. Have children be aware that we have a “no tolerance policy’’ for bullying. (you hit, you sit)

2. Talk to children involved, away from the group. Separate ‘’bully’’ from other child or children by using “time out’’.

3. Ask child how he/she would feel if it was him/her being picked on, teased, or physically hurt.

4. Let all children know that they should let a S.O.K.O. staff member know if they are being bullied or physically harmed.

5. Notify parents of the actions of their child if the bullying continues.  A meeting with staff, parents, and the child, or children involved should be set up right away before the behavior escalates.

6. Let the parents of the bullied child know that S.O.K.O. staff is aware of the situation and dealing with it, and that we do not take this lightly.

S.O.K.O Staff will take IMMEDIATE STEPS to deal with the following behaviors in children under our care:

1. Name calling

2. Talking behind another child’s back about them in a hurtful way.

3. Physical assault such as hitting, punching, tripping or shoving.

4. Isolating children from a group by making them uncomfortable using bullying and mean tactics.

5. Swearing or inappropriate language directed at another child.

ALL children do have the right to feel safe and we will work towards this goal in our Out- of- school program.

S.O.K.O Communication Policy
It is our policy that we operate under conditions of good communication with all those involved in the program. We keep staff, parents, and children well informed of all programming details and any issues that may arise. We encourage an atmosphere of open communication that is respectful, professional, and appropriate. Child specific information (for custody arrangements, behavioural issues requiring professional assistance, etc.) will only be shared with parental consent.
COMMUNICATION WITH STAFF:
1. All staff members are encouraged to share their ideas in regards to the programming of the center with the directors. Ideas will be seriously considered and discussed.

2. Staff members will treat each other, directors, parents and children with respect and will speak appropriately and professionally.

3. Staff will communicate with parents daily regarding their children’s progress in the program. 

4. Staff will communicate day to day relevant information regarding children, parents, or programming with each other during shift changes. 

5. Staff schedules and hours are clearly posted in the kitchen and a hard copy given directly to staff members.

6. Summer and Professional Day schedules and programs are developed prior to and are available to staff for review.

7. Periodical staff meetings will be held with set itineraries and minutes taken.

COMMUNICATION WITH PARENTS:
1. Families receive a monthly calendar of events (activities and snacks) during the school year, and also receive a detailed daily schedule of programming during the summer months.

2. Bulletin boards are posted with relevant information for parents (programming calendars, evacuation procedures, fire drill tests and times, policies, etc.).

3. Photographic posters display children participation in program and activities.

4. Parents are encouraged to discuss any ideas or issues pertaining to their children or the program in general with staff or directors.
COMMUNICATION WITH CHILDREN:
1. Daily options and snacks are posted clearly on a white board for children to read.

2. Children are encouraged to speak respectfully to staff and each other.

3. Children are encouraged to give input and feedback relating to activities and crafts.

4. Staff will communicate age appropriately with all children and will listen to any comments or concerns they may have.
S.O.K.O Child Involvement Policy
School’s Out Kid’s Option Inc. (S.O.K.O.) policy is to promote child involvement in the program. We encourage all children to ask questions, explore and experiment, and to find that he/she is a person to be valued for his/her own unique talents and abilities. 

STAFF PROVIDE OPPORTUNITIES FOR CHILD INVOLVEMENT THROUGH:

1. Access to a variety of interest centers; art, imaginative play equipment, large motor activities, games, etc.

2. Group meetings to develop ideas and wish lists for upcoming field trips, toys, and equipment.

3. Displays of children’s art work and projects completed at the center.

4. Photos displayed of fun and interesting activities.

5. A “helper bucket” encouraging children to be involved in cleaning and up keep of the building in a rewarding way. 

We believe all children are entitled to opportunities that support and encourage their emotional, physical, and mental well-being. 

Parental Involvement Policy
The staff at S.O.K.O. will endeavour to communicate with parents regarding their children on a regular basis. We will keep parents informed of any seminars, workshops, and meetings related to child development and family life. Parents are welcome at the center for unscheduled visits and to accompany staff on fieldtrips. Photos of activities and fieldtrips are displayed along with a parent information center where calendars and information is distributed. We also host an Annual Family Bbq every spring, where all families come together for a fun picnic.
Please do not hesitate to contact us if you have any questions or concerns.
S.O.K.O. Off-Site Excursion Policy

At certain times throughout the school year and once a week during the summer, we provide children with an opportunity to leave the center on field trips. We feel that these excursions are not only fun but educational. 

Notification will be sent to all families involved in the off site activity informing parents of time, date, cost, and transportation. We require parent/guardian permission in the form of a signature to be returned to S.O.K.O. to keep on file. 

Regulation staff ratios for off site excursions are followed. S.O.K.O staff brings emergency contact information for each child (including Alberta Health Care numbers) as well as a stocked first aid kit. Each child carries staff emergency phone numbers with them.
Parents are welcome to join S.O.K.O. on any off-site excursions.

S.O.K.O. Health Policy
S.O.K.O. staff will monitor food brought for lunches and snacks on a daily basis.  Children will be encouraged to eat healthy food choices first and then snack/treat items afterwards.

100% fruit juices are offered on a daily basis at snack time after school: children are encouraged to bring their own, healthy snack at this time.

Children are required to wash their hands before eating lunch and snacks, and after using the washroom.  They are also encouraged to wash their hands after playing outdoors or in the gym.

Especially during the summer months, children must wear sunscreen when playing outdoors.  We encourage the use of hats also.  Children always have access to a water jug and most have permanent water bottles at S.O.K.O. Children are required to bring a water bottle on all excursions.

S.O.K.O. provides many opportunities for exercise and outdoor activities on a daily basis.  We utilize the school playground and fields, the skating rinks, and the swimming pool, as well as regular outdoor games and walks.

S.O.K.O. Safety Policy

S.O.K.O. will ensure that the following telephone numbers will be posted on our premises:

1. Emergency medical services

2. Ambulance

3. Fire dept.

4. Police dept.

5. Child abuse hotline

6. Poison control centre.

Our telephone number for after hours emergency is posted inside the windows beside the S.O.K.O. Entrance.

The emergency evacuation procedures are made known to all staff, parents, and children.  Children will be evacuated to the Silver Springs School during school hours and days open, and to the Value Village, located in the Silver Springs Plaza, after hours or in the summer months.

In the case of a medical emergency, staff would assess the severity of the situation/injury and determine the proper course of action, ie. calling 911 or the parent/caregiver/emergency contact.  Parents have given signed permission for an ambulance to take their child to the nearest hospital in case of emergency.

S.O.K.O. has a daily safety inspection report that staff are required to check and sign off on each day. This includes both indoor and outdoor facilities.

Staff are required to ensure that all surfaces and equipment are wiped down with a bleach solution daily.  The facility washrooms are cleaned daily by an independent custodian hired by the Silver Springs Community Centre.

Custodial Matters:  All staff are made aware of any custody arrangements of children in our care.  Legal documents are kept on file of said children.  Staff will not release any child to an unknown adult, without verbal or written permission from the child’s parent/caregiver.
Distal Supervision Policy

On site distal supervision is defined by Social Services as attendance by a child at an approved activity beyond the immediate visual or auditory range of a staff member, but within the boundary of the facility for which a program has been approved. (this could be tobogganing at the playground, playing in the gym, skating outside on the rinks, or swimming in the pool, for example)

We, at S.O.K.O. Inc., are willing to extend this privilege to DIVISION TWO children only (Grades 4, 5 and 6) with parent approval and the child signing an agreement between themselves and S.O.K.O. staff.  If children abuse this privilege, or go beyond the boundaries set out for them, they will lose their Distal for a pre-determined amount of time

All new children entering Grade 4 will be given out these forms at the beginning of the school year. 

Homework Policy
S.O.K.O. will provide a quiet space away from other activities for children to work on their homework.  The Divistion Two Room has an area specifically designed for homework. Staff will assist with homework, if, and when, possible.  Children will have access to our computer and printer to type up projects on Microsoft Word.  We have installed Cyber Patrol on our computer to prohibit access to any inappropriate sites.  Children will be now able to access “D2L” from their schools to read postings by their teachers and to obtain homework assignments.

Volunteer Policy
Parents will now require a police check on file if they wish to volunteer at S.O.K.O. or attend any field trips, as set out by Govt. of Alberta Licensing.  If you have one on file at your child’s school, we can use this if we are allowed access to it.

S.O.K.O. Technology Policy
In our Div. 2 Room (for Grades 4-6) we have a computer with internet access and Norton Family installed, television, DVD player, and a Nintendo WII. There is a daily schedule as to when children are allowed in this room, to keep the numbers down and to limit the amount of medi a play each child has. 

Sometimes a movie for the older children will be viewed in this room also.  The younger children never go into this room.

Our Play Room has a television equipped with a DVD player.

We often show a new release movie on Friday afternoons (along with popcorn!) but children always have other choices of activities to choose from.  Our movies are rated G or PG, and younger Div. 1 children may be excluded from a particular movie if there is scary content. 

We have a Nindendo WII for Div 1 students, which is only brought out on special ocasions. Each child will only be allowed to play for a total of one hour throughout the day, with a maximum interval of 20 minutes. This will be monitored by primary staff.

Children are not allowed to bring cell phones, ipods, and handheld video games to S.O.K.O. 

S.O.K.O. Registration/Fee Policy

S.O.K.O. holds annual registration dates every February. At this time, priority is given to children (and their siblings) already enrolled in the program. Priority is also given to those registering in Full Time options.  After that, anyone who registers on the set registration date will be put into a draw for any remaining spots. Once capacity has been reached, a wait list will be created. As space becomes available, space will be filled starting from the top of the wait list. There is an annual $40 Registration Fee.

S.O.K.O. will clearly post a revised fee schedule at least three months prior to commencing any new fees. 
At the time of registration, parents need to bring:
· A cheque for $40 dated June 1.

· Post-dated cheques September through June. Post-dates may be made for the 1st or 15th of the month. Post-dated cheques for July and August (if enrolling in the summer program)
· Child information including Alberta Health Care Number, immunization records, and an emergency contact complete with phone number AND address.
*All cheques made out to S.O.K.O. 
If a cheque is returned to S.O.K.O. NSF, a $20.00 charge will be collected.

Government Subsidy is available. If you qualify, apply through the Government of Alberta, they will send us the information we require. We are happy to help you with the subsidy application. 
S.O.K.O. Withdrawal Policy

We require one month’s written notice to withdraw from the S.O.K.O. program. S.O.K.O. also reserves the right to release a child from the program (usually due to unresolved behavioural issues) giving one month’s written notice. 
Monthly fees will not be refunded for days absent from the program due to illness or vacations. Weekly fees will not be refunded during the summer months.
Administrative Policies and Procedures
Child Discipline Policy: See attached.

Off-site activities:  See attached.
Supervision Policy: Children, in Kindergarten to grade 3, are under direct supervision of a primary staff member at all times while in our program. Grade 4 – 6 students will be in direct supervision of primary staff members, however, they may use distal supervision (only if forms are signed by both parent and child, and child knows and obeys all rules). Staff completes an indoor and outdoor safety checklist everyday. Children are signed in by parents (in the morning) and by primary staff (lunch and after school) and signed out by parents. While utilizing the gym, children and staff will indicate on a white board that they are in the gym. When staff/children leave the gym, their name will be removed from the whiteboard. In this way staff will know where all the children are. Similarly, staff and children write their names on an outdoor list when leaving the building to play outside. On days, where we go off site, we carry a list of all children in the program on that day. Staff perform a role call before we leave any building and/or bus. All children walk to school. Parents are required to sign a walking form at registration. This walking form indicates the times children will be walking to and from school. If, for some reason, a child is not at the meeting spot (St. Sylvester School) or does not show up at SOKO by 3:45pm (Silver Springs School) , parents and/or emergency contacts will be phoned to locate the child.
Accident or illness: Parents will be notified in the case of an accident or serious illness involving their child, through a phone call to them or to their emergency contact number.

We will ensure that the child receives appropriate medical attention, as deemed necessary. All children’s Alberta Health care numbers are kept on file at the Centre, and also in the portable records taken off-site.
Accidents are reported using an accident report form, which includes all the information pertaining to the accident. Signatures from a parent, director, and staff member present at time of accident are required. A copy is given to parents and a copy remains at S.O.K.O. These reports are reviewed to ensure there are no trends or issues.

There are new requirements by Child Care Licensing Regulation regarding ill children and communicable diseases. If a staff member knows or has reason to believe that a child is ill, S.O.K.O. must ensure that the child is immediately removed from the program until S.O.K.O. is satisfied that the child no longer poses a health risk.

A sick child is defined as a child who is unable to participate in the child care program because he/she is:

· Vomiting, has a fever, diarrhea or a new unexplained rash or cough;

· Requires greater attention than can be provided without compromising the care of other children in the program; or

· Displays any other illness or symptom that a staff member knows or believes may indicate the child poses a health risk to persons on the program premises.
Children’s temperatures will be taken using a digital thermometer on the forehead. Parents will be notified immediately if a fever is present. Extreme fevers will be treated as an emergency, and if parents are not available, an ambulance will be called. Mild fevers will be treated with cold cloths and drinking water until parents arrive. 

We will record and document children who are ill, using an illness form to be completed by the staff who observed the illness. All information pertaining to the ill child will be recorded, including the child’s name, the time noted when first exhibited symptoms, the time parents were notified, the time child was removed from program, and the date/time the child returned to the program. 

The Public Health Act requires licensed child care programs to report communicable diseases to Alberta Heath Services.

Children may return to S.O.K.O. if we are satisfied that the child does not pose a health risk to other children or caregivers. A parent may provide a physician note or the child has been symptom free for a period of not less than 24 hours.
Incident Reporting:  In the case of an emergency evacuation or program closure due to an emergency, or an intruder on the premises, or a child removed from the program by a person without parent/guardian consent, or an injury requiring emergency medical attention and/or requires the child to remain in hospital overnight, or an error in administration of medication that results in the child becoming seriously ill requiring first aid and/or requires the child to remain in hospital overnight, or a lost child, or a child left on the premises after operating hours, or the death  of a child, or a child removed from the program by a non-custodial parent or guardian (without written consent), or an allegation of physical, sexual, emotional abuse and/or neglect of a child, or the commission by a child of an offence under an Act of Canada or Alberta, any of these will be reported to Licensing staff.  Serious incidents will be reported to our Licensing officers immediately, using an Incident form provided by the Government of Alberta. Once per year, we are required to fill out an Incident Summary Report to licensing, describing any incidents that may have occurred on our premises or while children are in our care.
Supervised Care for Sick Children: We will ensure that a sick child is kept as far away as is practicable from other children.  Parents will be notified to come and pick up their child as soon as possible.

Administration of Medicine:  Our program has forms on file for parents to fill out and sign regarding administration of any medication for their child.  This includes storage of medication, times to be administered, in what quantity, Dr’s name, to be signed each time the medication is given to said child. The parent must give us written consent to administer medication and it must be in the original labelled container. All medication will be administered according to the labelled instructions.

Staff will record the name of the medication, the time of administration, the amount given, and initial beside this information every time the medication is administered.

Medications will be stored in a locked container that is inaccessible to children. Emergency medication (epipens/asthma inhalers, etc.) will be stored in the cupboard above the sink that is inaccessible for children but easy to access by staff members.
Health Care: Staff at S.O.K.O. will provide health care to a child only if the written consent of a child’s parents has been obtained, or the health care provided is in the nature of First Aid.
Transportation Policy: All children in our program walk to and from school. Walking forms are signed by parents at the time of registration. For any off site fieldtrips where transportation is required, a signed permission form will be required for any child to attend. Charter bus, city transit, and walking will be the only mode of transportation off site. 

At no time will staff drive a child in their personal vehicles. In the case of weather conditions, parents may decide to drive their child or dress appropriately for walking. In the case of an emergency requiring transportation to a medical center, parents will be notified for pick up or 911 will be called for transport by ambulance. No other means of transportation will be offered. Parents are responsible for any costs incurred from an ambulance ride.
Shift Change Policy: On days when SOKO is open all day and a shift change occurs the staff that will be leaving must ensure that all children in his/her care are transferred to another staff member. In the case of children using distal supervision, it is clearly communicated to staff arriving where these children are. Before leaving the premises, staff ensure that all children are aware that there has been a shift change.

Smoking: The Silver Springs Community Centre is a non-smoking building. We will ensure that no person smokes on the program premises and that no staff member shall smoke at any time or place where child care is being provided.

Nutrition Policy: see attached

Children’s Records: We will maintain on the S.O.K.O. premises an up to date record containing the following information:

a) child’s name, D.O.B. and home address  

b) a completed enrolment form

c) parents’ name, address and home phone number

d) name, address, and phone number of an emergency contact

e) any other relevant health information about the child, ie. allergies

These records are available for inspection by the Director at all times and by the child’s parent at reasonable times.
If medication is administered, written consent must be attained from parents as per the medication policy. Records of medicine administered are kept on file. Any health care administered to a child will also be filed and kept at S.O.K.O.
Administrative Records:  We maintain on the program premises up-to-date administrative records containing the following:

a) particulars of the daily attendance of each child ie. arrival and departure

b) particulars of the daily attendance of each staff member ie. arrival and departure and hours spent providing child care.

c) With respect to each staff member, evidence of their child care certification and current First Aid certificate, where applicable.

d) With respect to each staff member and volunteer, who has unsupervised access to children are required to provide S.O.K.O. with verification of a current criminal record check, including vulnerable sector search, updated every 3 years, and which cannot be older than 6 months when staff commences work at S.O.K.O. The criminal record check must be obtained within 7 weeks of staff start date.
Our records are available for inspection by the Director at all times and by the child’s parents at reasonable times, and they are retained for a minimum period of two years.

Portable Records:  We maintain a portable record of emergency information that includes the following:

a) telephone numbers of local emergency response service and poison control centre
b) in respect to each child:

child’s name, D.O.B. and home address

parents’ names, home address, and phone numbers

emergency contact names, addresses, and phone numbers

and any other relevant health information ie. allergies.

Emergency Procedures:  S.O.K.O. will ensure that the following telephone numbers are posted on the program premises and are readily accessible.

a) emergency medical service

b) ambulance service

c) fire department

d) police

e) poison control centre

f) nearest hospital

g) child abuse hotline

We ensure that the telephone numbers for an after- hours emergency will be posted in a place that is visible from the outside of the program premises.

We will ensure that Emergency Evacuation Procedures will be made known to all staff, parents, and children by holding fire drills with the children, displaying a poster on the wall, visible to students, parents, and staff, and parents will be given a copy of our policies and procedures in the  S.O.K.O. Parent Handbook.

Community Resources
S.O.K.O. operates out of the Silver Springs Community Center and we abide by the Community Association’s objective “to enhance and enrich the quality of community for Silver Springs residents.” We work closely with our neighbourhood schools (Silver Springs School and St. Sylvester School) to co-ordinate our schedules. We value the community-school relationship because it allows us to provide the best care possible for the children of the community.

WE ACCOMPLISH THROUGH:

· Verbal and written communication with school staff

· Use of school and community outdoor recreation areas

· Schools assist with distribution of information regarding our program

· Enrich the school experience by promoting responsible citizenship

· Support academic endeavours, (homework and projects) and extracurricular activities

· Encourage community involvement

We utilize the adjacent Bowmont Park and pathways, Birthplace Forest, Silver Springs Pool, and various playgrounds in the neighbourhood.

Evaluation and Improvement of the S.O.K.O. Program
We consider communication between staff, and between staff and parents, to be vital to the operation of the program. We rely on parental input on a daily, informal basis as well as meetings held with parents, set up individually, if needed or requested. We have an open-door policy for parent communication with staff and directors (i.e. staff are approachable and available). We have recently created a “Suggestion Box” by the sign in sheets to allow children and parents to give suggestions or ideas regarding the performance of our program. S.O.K.O. holds monthly staff meetings, and directors maintain open communication with all staff members. We discuss ways to improve the S.O.K.O. program on an ongoing basis. 

S.O.K.O. Program Review Policy

S.O.K.O. will do a yearly evaluation, in the form of a survey, of our program with parents, children, and staff in the spring of each year. The results will be made available to all families.
We will endeavour to improve our program delivery by using the results and comments received in a constructive manner, and make changes as necessary.

Our Staff Handbook will be reviewed with S.O.K.O. staff once a year, with revisions being made for program improvement and staff satisfaction, with all staff members’ input.

We will also review the Parent Handbook on a yearly basis, asking a cross-section of parents to evaluate the handbook and help with annual editing and revisions as required.

S.O.K.O. Complaint Policy
*New*
S.O.K.O. welcome children’s and families’ views of our service. We understand that from time to time families will have a concern or feedback about S.O.K.O. and we are dedicated to giving careful attention and a courteous timely response to all suggestions, comments or complaints.

Comment Procedure:

· All comments are welcome and can be shared with any member of S.O.K.O. staff. 

· A comment can be made verbally to a staff member and in the event of an unsatisfactory result the comment should be made in writing to Robyn or Carolyn.

· Robyn and Carolyn will make a note of these in the Communication Book,  along with any action taken. 

· The complaints procedure should be availed of if a satisfactory response is not received within  a reasonable time.

Complaint Procedure:

· If you wish to make a complaint you should contact Robyn or Carolyn or nominated person to discuss and, hopefully, resolve the matter. 

· Should you still feel that the matter is unresolved then the complaint must be put in writing to Robyn or Carolyn. 

· A written acknowledgement of the complaint will be sent as soon as possible.

· If the complaint is related to the behaviour of a member of staff, the staff member must be informed that a formal complaint has been made and be given the full details and the right to reply.

· Parents/guardians/carers must be made aware that staff are informed of complaints made relating to their behaviour so that the procedure can be implemented. 

· If required, a request may be made in writing to Robyn or Carolyn to have the complaint heard by a wider group. This group could comprise of the owner/manager plus external mediator, or with S.O.K.O.’s Licensing officer. 

· The person making the request should be advised that, they are free to bring another person with them to a meeting to hear the complaint, to act as a scribe/record minutes. 

· Following the request, the complainant must be facilitated with a meeting within one month. 

· An agreed written record of the meeting will be kept by the external mediator and, where appropriate, a formal letter of the outcome will be issued, within a reasonable period following  the meeting. 
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