NCMA policy guidance – Complaints 

This information relates to registered childminders in England only

This policy guidance will help registered childminders write a policy appropriate to their setting. There is more information about what to consider when putting together a set of policies in the accompanying document Using Sample Policies also available from www.ncma.org.uk.

Although not a requirement for registered childminders in the EYFS, it is good practice to have written policies and procedures. 

This policy is for childminders to use in their own setting, it does not form part of NCMA’s complaints process. More information on NCMA’s feedback process is available at www.ncma.org.uk.

The Early Years Foundation Stage (EYFS) welfare requirements state that “the provider must take necessary steps to safeguard and promote the welfare of children”.

Registered childminders in England must meet the requirements of the EYFS when dealing with complaints, and must provide parents with details of their complaints procedures. 

Registered childminders have a duty to investigate all written complaints relating to the requirements of the EYFS and must notify the complainant of the outcome within 28 days of the receipt of the complaint. 

Written records of all complaints and their outcome must be kept for at least three years.

The childminder must provide Ofsted, on request, with a written record of all complaints in a specified period and the action taken as a result of each complaint.

Providers must keep accurate, dated records of each step of the procedure. The following information should be included:

· The welfare requirement to which the complaint relates.

· The nature of the complaint.

· Details of how the complaint has been dealt with, including any action taken.

· Details of information and findings provided to the complainant, including the timescale.  

Registered childminders should consider the following when planning and writing their complaints policy.

· How to ensure parents are fully informed about your procedures for dealing with complaints? You could:

· give details of how parents, carers and others can make a verbal or written complaint

· provide a copy of your complaints policy on request

· inform them of the Ofsted Guidance on concerns and complaints about childminders, which includes guidance on the complainant’s right to contact Ofsted

· ensure that Ofsted contact details are readily available to parents. 

· The Early Years Foundation Stage requirement(s) to which the complaint relates.

· How will you investigate the complaint?

· How will you ensure the complainant is informed of the outcome and any action to be taken within the timescale of 28 days?

· How will you record details of the complaint, the outcome and action taken, and how will you ensure this information is available to Ofsted, should they request to see it?

· How you will ensure privacy and confidentiality for parents or carers making a complaint?

· Although not a requirement, it is good practice to have written policies and procedures. 

· You must keep accurate, dated records of each step of the procedure, ensure you have recorded:

· The welfare requirement to which the complaint relates.

· The nature of the complaint.

· Details of how you have dealt with the complaint including any actions.

· Details of information and findings provided to the complainant including the timescale.  

The Ofsted Childcare Register (OCR)

The requirements for the compulsory and voluntary part of the OCR differ slightly from those of the Early Years Register, see “Requirements for the Childcare Register: home-childcarer and home childcarers”, which states

· Childminders must have a written statement of procedures to be followed in relation to complaints which relate to the requirements of the Childcare Register and which a parent makes in writing or by email.

· Childminders must ensure that each complaint is fully investigated. 

· Childminders must keep a written record, for a period of two years, of these complaints including the outcome of the investigation and the action the provider took in response.

· Childminders must inform the parent who made the complaint (in writing or by email if the parent requests this) of the outcome of the complaint, within 20 days of the date the complaint was made.

· Childminders must make available to Ofsted, on request, a summary of complaints made in relation to the requirements during the past 12 months and the action that was taken as a consequence.
· Childminders must produce for Ofsted, on request, a list of such complaints made during the previous two years.
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