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Refunds and Complaints Policy

At Innovation Pod, we pride ourselves on high standards and quality childcare and have set procedures to be followed should a client become dissatisfied with our services.
Should a parent/carer have a complaint, this will need to be put in writing to Innovation Pod by either post or email FAO General Manager to info@Innovationpod.co.uk
Any complaints will be fully investigated by our General Manager. Due to the nature of our business, these investigations can take up to 2-3  days. However, all complaints will be acknowledged within 72 hours of receipt to advise that the investigation process has commenced.
Procedures
Complaints will only be accepted in writing, by phone or in person.  A formal complaint will be kept as a written record for a period of three years, including the outcome of the investigation and the action that Innovation Pod took in response.
Request for reimbursement
Anyone purchasing services from Innovation Pod will only be entitled to a refund under the following circumstances:
· If a parent/carer raises a complaint that our Management Team deem a valid reason to be dissatisfied with the service and which could have been controlled by a member of our staff.
· If an Innovation Pod staff member does not adhere to our policies and procedures.
· If a child is injured or unsafe due to faulty equipment, poor risk assessment or activities not part of an Innovation Pod activity plan.
· If a child is unable to attend long-term due to health reasons.
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