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Feedback Policy Statement

NCMA’s core purpose is to promote quality home-based childcare for the benefit of children, families and communities.  We support and encourage our members to work towards the NCMA Quality Standards and develop professional childcare practices.

We aim to provide a high quality, efficient service to all our stakeholders. We welcome feedback and use it to improve our services, and the way those services are provided.

Scope of the policy

The policy covers feedback regarding the quality of services, how NCMA services are provided, and issues relating to membership.

The policy does not cover contract disputes or employment queries. For support and advice on these, or any childcare issues, please ring the Information Line on 0800 169 4486.

Child protection issues, breaches of national standards including the Early Years Foundation Stage standards for learning, development and care for children in England, or the Early Years Foundation Phase standards for children in Wales will be referred to the appropriate agency.

Standards of service

Where appropriate, NCMA will respond to all feedback within 20 working days of receipt. We will aim to answer all points raised accurately and use plain English (defined by the Plain English Campaign as “something that the intended audience can read, understand, and act upon the first time they read it”). If it is not possible to reply within 20 days we will send you an interim reply explaining the delay and advising when you can expect a full reply.

If you have made a complaint and are not happy with the way it has been dealt with, you can ask for it to be reviewed by a director or manager from another department.

With the exception of information that indicates that a child may be “at risk”, any information provided to us will be treated in confidence and will not be passed on to a third party without your permission. NCMA will keep records of all feedback for a maximum of two years. 

How to contact us

Comments, compliments or suggestions can be made by telephone, email or in writing.  Complaints should be made in writing. A feedback form can be downloaded from our website www.ncma.org.uk under “Downloads” or obtained from any member of staff, regional office or Head Office. A bi-lingual (English/ Welsh) version is also available on the website.  A member of staff will be happy to help you complete the form but you should sign it yourself.  Staff can also access a language helpline via Membership Services to support anyone with English as a second language.

Completed feedback forms should be sent for the attention of the Information Officer to:
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NCMA

Royal Court

81 Tweedy Road

Bromley, Kent

BR1 1TG

Tel: Switchboard
- 0845 880 0044

Direct dial

- 020 8290 2523

Fax


- 0845 880 0043

E mail


- sue.bishop@ncma.org.uk
Website

- www.ncma.org.uk


