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We value your views

How to contact NCMA with compliments, comments and complaints

About NCMA 

The National Childminding Association (NCMA) is the only national charity and membership organisation that speaks on behalf of home-based childcarers in England and Wales. We promote quality childcare and education for the benefit of children, families and communities.

Your feedback is important to us

We aim to give all our stakeholders – childcarers, families, local authorities, colleges and other support agencies – the highest standards of service. We welcome feedback on all aspects of our work.

Compliments

Compliments let us know what we’re doing well and help to identify areas of good practice. If you want to compliment us on any area of our work, we will make sure your comments are passed on to the staff concerned.

Comments

Suggestions help us to develop our services, so if you’ve got any thoughts about how we can improve things, we’d love to hear from you.

Complaints

If you’re not happy about any of our services, or the way you have been dealt with by our staff, please let us know so that we can apologise, try to put things right and, if necessary, make changes to the way we work.

How to give feedback

Compliments, suggestions and any other comments can be made over the phone or by email. Simply call the NCMA information line on 0845 880 0044, email info@ncma.org.uk, or use the feedback form on the back of this leaflet.

If you have a concern about any aspect of NCMA’s work, try to have a chat about it with a member of our staff – perhaps your local NCMA worker, someone in the relevant head office department, or an employee on the NCMA information line.

Many issues are resolved in this way, but if you are still not happy, you may want to make a formal complaint.

Formal complaints must be made in writing, ideally by using the form on the back page of this leaflet. You can also use this form to give us comments and compliments. 

If you have difficulty filling in forms, someone else can complete the feedback form your behalf. However, you, as the complainant, must sign it.

Complaints

NCMA will consider complaints submitted in writing about:

· the quality of any NCMA services

· the way in which NCMA services are provided

· issues relating to NCMA membership.

So, if you have any concerns about any of NCMA’s products, publications, training courses, events, facilities or staff, please fill in the feedback form to let us know.

Call NCMA’s information line on 0845 880 0044 for advice on where to direct complaints about:

· the quality of childcare provided by registered childminders

· children’s welfare

· individual childminders’ business affairs

· the work of other organisations

· issues not directly related to childcare

as it is outside NCMA’s remit to investigate complaints about these issues.

How we deal with complaints

NCMA takes complaints seriously. We aim to deal with them openly and quickly and learn from them to improve our services.

We will respond to any written complaint sent to us within 20 working days of receiving it. If it is not possible to give you a full reply within this time, we will send you a letter explaining the delay and letting you know when you can expect a full response.

If, after receiving our response, you are not happy with how we have dealt with your complaint, you can ask for the matter to be looked at by an NCMA director or manager from another department or region.

Completing your form

You can either:

· print this form out and complete it by hand. Send your completed form to: Freepost RLYS-HCZY-HGBL, National Childminding Association, Royal Court, 81 Tweedy Road, Bromley BR1 1TG (no stamp required); or

· type your responses in the boxes below and email it to info@ncma.org.uk. 
Feedback form

	Type of feedback (please tick or type “yes”)

	Compliment
	 FORMCHECKBOX 


	Comment/suggestion
	 FORMCHECKBOX 


	Complaint
	 FORMCHECKBOX 



	Title
	     

	First name
	     

	Surname
	     

	Address
	     


	Postcode
	     

	Telephone number
	     

	Alternative telephone number (e.g. work or mobile)
	     

	Email
	     


	Are you: (please tick)

	an NCMA member?
	 FORMCHECKBOX 


	the parent or guardian of a child cared for by an NCMA member?
	 FORMCHECKBOX 


	a member of staff at a local authority, college or other support agency?
	 FORMCHECKBOX 


	other? (please state)
	     
	 FORMCHECKBOX 



	Please give details of your compliment, comment or complaint here

	     



	Have you already spoken to anyone at NCMA about this? (please tick)
	 FORMCHECKBOX 



	If so: 

	Who?
	     


	When?
	     



	Please tick here if you don’t require a response from us.
	 FORMCHECKBOX 



	Signature
	     
	Date
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