Complaints Procedure
I hope that you are happy with the service that I provide, but I appreciate there may be times when I am not offering you and your child(ren) the service that you require. I hope that you will feel able to discuss any concerns or issues that you may have with me directly. If you would rather not talk in front of your child(ren) then we can arrange a more convenient time, for example in the evening or at the weekend.

If you put your complaint in writing to me I will respond to your complaint with the outcome of my investigation and any actions taken within 14 days (in some cases however this may take up to 28 days if required).
I have a duty to investigate all complaints relating to my service according to the National Minimum Standards for Regulated Childcare.
I will make a log of any complaints along with the outcome and any action taken. These records must be available to present to the CIW if required. I will keep records for up to 10 years. The log will include the following details:

· The name of person making the complaint.

· Nature of the complaint.

· Date and time of the complaint.

· Action taken in response to the complaint.

· The outcome of the complaint investigation (for example, ways the service has improved).

· Details of the information and findings that were given to the person making the complaint (which should have been provided to them within 28 days), including any action taken.

· A summary of the complaint to provide on request to any parent of a child for which I take care of as a childminder and the Care Inspectorate Wales including the date of response. This summary for the Care Inspectorate Wales will contain those items required by the Inspectorate. The summary for parents will respect confidentiality and will not contain the full details listed above.
If you feel that you are unable to talk to me or that after talking the matter remains unresolved then you can talk in confidence to:

PACEY: 0300 003 0005
OR

Your local Citizen’s advice line: 03444 772020
OR
If you wish to make a formal complaint then you can contact the CIW by:
· visiting one a CIW regional office, or speaking to a CIW inspector during an inspection

· Tel: 0300 7900 126

· Email: CIW@wales.gsi.gov.uk
· In writing at:
CIW National Office
Welsh Government
Rhydycar
CF48 1UZ
or alternatively fill in the feedback form on the CIW website link below

https://ciw.gov.wales/raiseaconcern/providing-feedback-care-service/?lang=en.
I have read and understand the complaints procedure.

	Childminder’s name


	Heather Davies
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