Complaints Policy

As a registered childminder I aim to work in close partnership with parents and children, to provide the best possible care.

If there are any aspects parents/guardians or children are not happy with, or have concerns about, please bring it to my attention, as I am always happy to make changes.  I would be willing to discuss any concerns in a sensitive and confidential manner, I do hope that we will be able to resolve any issues through a frank, open and honest discussion.  If preferred, you may put the complaint in writing to me. To improve the situation, I will need as much information about the issue as possible.  I will acknowledge in writing the receipt of a complaint within three working days regardless of whether the complaint is made verbally or in writing. 
Children have the right to make a complaint about the service and may do so by following this policy, it’s important that children in my care understand that they have a voice and their voice matters. Children should feel free to discuss concerns with me, this can also be done by the use of questionnaires or with the help of parent/guardians in writing.  
The National Minimum Standards for Childminders state that:

“children and their parents are confident that their complaints will be listened to, taken seriously and acted on” and that “the childminder ensures that he/she operates a simple, clear and accessible complaints procedure…which is available to parents and which includes details about how to contact the relevant office of the CIW”

All complaints will be taken seriously, investigated, and treated sensitively and confidentially and I will seek to resolve any complaint within 14 days. This can be extended by a further 14 days with the consent of those making the complaint.  If necessary, mediation or advocacy can be sourced. Should a complaint be serious and require investigation by another statutory agency i.e. the police or children’s service I would suspend my own investigation and await further advice/instruction. I would endeavour to keep the complainant informed at all times.

I will keep a written record of all complaints, recording the following: 

• Name of person making complaint 
• Nature of complaint 
• Date and time of complaint 
• Action taken in response to complaint 
• Result of complaint investigation 
• Information given to person making complaint 



If the complaint is of a regulatory nature, you have the right to bring it to CIW who would seek to make an appropriate response.  This may include carrying out a focused inspection of my service.  If you should want to do this, please use the online form below:

Care Inspectorate Wales 
https://www.careinspectorate.wales/contact-us/raise-concern
Or telephone 0300 062 8888

If your complaint is to do with a breach in your data security you may also contact the Information Commissioners Office https://ico.org.uk/ 
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