ELY & CAERAU INTEGRATED CHILDREN'S CENTRE
COMPLAINTS POLICY AND PROCEDURE
Ely & Caerau Integrated Children's Centre (ECCC)
Nursery • Meithrin • Baby Room • Daycare 2 • Wraparound • Holiday Provision
	Policy basis
	Cardiff Council complaints procedure, adapted for ECCC
	Approved by
	Governing Body

	Head of Centre
	Annamaria Bevan
	Applies from
	August 2026

	Education route
	Nursery and Meithrin – Cardiff Council / Welsh Government school complaints procedure
	Childcare route
	CIW-registered provision – Child Minding and Day Care Regulations + NMS 2026

	Key NMS links
	Standard 19 (Complaints), with links to Standards 6, 18 and 20
	Review
	At least annually and when guidance changes

	Records
	Complaints records retained securely in accordance with ECCC/Cardiff Council retention arrangements
	Accessibility
	Available to parents/carers and in accessible formats on request



1. Introduction and principles
ECCC is a rights-respecting Centre. We aim to ensure children, staff and families are aware of children's rights and we model rights and respect in our relationships. This policy reflects the Centre's commitment to positive relationships, clear communication and fair, timely resolution of concerns and complaints.
ECCC values the strong relationships it has with parents, carers and the wider community. We are committed to dealing effectively with complaints, correcting mistakes where they have occurred, apologising where appropriate, and using feedback to improve our practice.
For the purposes of this policy, a complaint is an expression of dissatisfaction about ECCC, a member of staff, the governing body or an aspect of the service that requires a response.
If a complaint raises matters that must be dealt with through another statutory or employment procedure – for example safeguarding/child protection, staff disciplinary or grievance procedures, admissions, ALN/SEN processes, curriculum matters or exclusions – the relevant procedure will take precedence. The complainant will be told how the matter will be handled.
2. Scope: one Centre, two regulatory routes
This is a whole-Centre policy. ECCC includes maintained education provision and CIW-registered childcare provision. The Cardiff Council staged complaints procedure remains the core process across the Centre, but complaints relating to registered childcare must also comply with the Child Minding and Day Care (Wales) Regulations 2010 and the June 2026 National Minimum Standards.
Important for CIW-registered childcare: where a requirement or timescale in the childcare Regulations/NMS is more specific or shorter than the school-stage timescales below, the childcare requirement takes precedence for the childcare aspect of the complaint.
3. NMS 2026 requirements for registered childcare
NMS Standard 19 requires a simple, clear and accessible written complaints procedure. Complaints must be handled sensitively and confidentially, considered and where possible resolved locally, and accurately recorded.
· Parents/carers must be given information about how to contact Care Inspectorate Wales (CIW).
· A complainant may contact CIW directly / raise a concern with CIW at any time. They do not have to wait until ECCC's internal process has finished.
· For a complaint about CIW-registered childcare, the complainant will be notified in writing of the outcome of the investigation within 14 days of ECCC receiving the complaint.
· If additional time is genuinely needed, the 14-day period may be extended by up to a further 14 days with the agreement of the complainant. The reason and revised date will be recorded.
· An accurate written record will be kept of each childcare complaint, including the complainant's name, nature of complaint, date/time, action taken, investigation outcome, information given to the complainant and date of response.
· Where childcare for a particular child has been arranged by a local authority, the complainant will also be informed of their right to complain to that local authority.
4. Direct NMS and regulatory links
· NMS Standard 19 – Complaints
· NMS Standard 6 – Working in partnership with parents
· NMS Standard 18 – Quality
· NMS Standard 20 – Safeguarding
· Care Inspectorate Wales – provide feedback / raise a concern
5. When to use this procedure
When a concern or complaint is raised, ECCC will first consider whether it can be dealt with under this complaints procedure or whether another procedure is required. If another body is also involved, such as Cardiff Council, we will work with that body to agree the most appropriate handling arrangements.
Most concerns can be resolved quickly by speaking to the relevant member of staff or manager. However, a person is not prevented from making a formal complaint simply because they have not first attempted informal resolution.
6. What we expect from complainants
All complainants have the right to be heard, understood and respected. Staff and governors have the same right. We therefore expect complaints to be made in a polite and courteous way.
· Complainants should provide enough information for the concern to be understood and investigated.
· Complaints should normally be raised promptly so that events can be considered fairly and accurately.
· A relative, friend or companion may support a complainant at any stage.
· Aggressive, abusive, threatening or persistently unreasonable behaviour will not be tolerated. Where behaviour becomes unacceptable, ECCC may set reasonable boundaries on contact after seeking appropriate advice.
· Setting boundaries on unreasonable behaviour will never prevent ECCC from considering a genuine safeguarding concern or other serious matter.
7. Our general approach
· We will consider concerns and complaints openly, fairly and without bias.
· We will respect the rights, dignity and feelings of everyone involved.
· Information will be kept confidential as far as possible and shared only where necessary to investigate, safeguard or comply with legal duties.
· We will keep the complainant informed of progress.
· We may seek advice from Cardiff Council or other appropriate bodies.
· Anonymous complaints will be recorded and considered according to their seriousness, the information available and any safeguarding or public-interest implications.
· Where a complaint identifies learning for the Centre, actions will be incorporated into quality improvement and monitoring.
8. Children making or expressing a complaint
Children's concerns are taken seriously. ECCC recognises that babies and young children may communicate dissatisfaction through words, behaviour, body language, emotional responses or changes in well-being as well as through a formal verbal complaint.
· Adults will listen carefully and respond in a developmentally appropriate way.
· Where appropriate, a parent/carer may raise a concern on behalf of a child.
· A child who is able and wishes to make a complaint will be supported to do so and will not be disadvantaged for raising a concern.
· The child's views will be considered alongside safeguarding, confidentiality and parental involvement requirements.
· Children and families may be signposted to the Children's Commissioner for Wales for independent advice and assistance.
9. Stage A – informal concern
Many concerns can be resolved quickly by speaking to the relevant practitioner, teacher, room lead, manager or Head of Centre. Concerns should normally be raised as soon as possible; for the education procedure, Cardiff Council guidance expects issues normally to be raised within 10 school days of the incident.
ECCC will aim to explain what has been done or is being done about the concern normally within 10 school days. The person overseeing the concern will keep the complainant informed and will keep an appropriate record.
CIW-registered childcare: If the matter constitutes a complaint about registered childcare, it will be recorded as such and the NMS/Regulation requirement for a written outcome within 14 days applies, even if the matter began as a Stage A discussion.
10. Stage B – formal complaint to the Head of Centre
If the concern has not been resolved, or the complainant wishes to make a formal complaint, it should normally be put in writing to the Head of Centre. For the education route, the complainant would normally aim to do this within five school days of receiving the Stage A response.
· The Head of Centre can support a complainant to put the complaint in writing where appropriate, or signpost to another source of support.
· The Head of Centre will explain the process to anyone directly involved in the complaint.
· The complainant will normally be invited to discuss the complaint and the investigation arrangements.
· For education complaints, ECCC will normally aim to meet with the complainant within 10 school days of receiving the written complaint and will provide the investigation outcome in writing.
· For registered childcare complaints, regardless of the education-stage timescale, the written outcome must be provided within 14 days of receipt, subject only to the permitted agreed extension described in section 3.
If the complaint is about the Head of Centre, it should be addressed to the Chair of Governors through the Centre. The Chair may investigate or delegate the investigation to another appropriate governor.
11. Stage C – Governing Body Complaints Committee
If the complainant remains dissatisfied following Stage B, they may ask the Chair of Governors to refer the complaint to the Governing Body Complaints Committee. For the education procedure, this would normally be requested within five school days of receiving the Stage B response.
· The Complaints Committee will normally consist of three governors who have not been directly involved in the matter. Conflicts of interest will be checked.
· No staff governor will serve on the complaints committee.
· The complainant may attend and may be accompanied by a relative, friend or companion.
· Relevant evidence will be shared in advance while protecting privacy and confidential information.
· The Chair will ensure the meeting is respectful, fair and allows relevant parties to explain their position and answer questions.
· The Committee may seek advice from Cardiff Council before reaching its decision.
· The Committee will normally write to the complainant within 10 school days of the meeting with its decision and any recommendations.
· The Governing Body Complaints Committee is the final stage of the Centre's internal school/education complaints procedure.
This internal Stage C process does not remove the right to contact CIW about registered childcare.
12. Special circumstances
· A complaint about a governor or group of governors will be referred to the Chair of Governors, who may investigate or delegate the matter. Stage B onwards will normally apply.
· A complaint about the Chair of Governors, or about both the Head of Centre and Chair, will be referred to the Vice-Chair of Governors, who may investigate or delegate it.
· A complaint about both the Chair and Vice-Chair will be referred to the Clerk to the Governing Body, who will inform the Chair of the Complaints Committee. Stage C will normally apply.
· A complaint about the whole Governing Body will be referred to the Clerk, who will inform the Head of Centre, Chair of Governors and Cardiff Council so that appropriate independent arrangements can be agreed.
· A complaint about the Head of Centre will be referred to the Chair of Governors, who will investigate or delegate the investigation. Stage B onwards will apply.
In every case ECCC and the Governing Body will seek to ensure that complaints are handled in an unbiased, open and fair way.
13. Safeguarding, allegations and serious concerns
Where a complaint includes information suggesting that a child may be at risk of harm, or contains an allegation against a member of staff or volunteer, the ECCC Safeguarding / Child Protection procedures will take precedence. The complaint will not be investigated in a way that compromises safeguarding enquiries.
Where required, ECCC will notify or liaise with Cardiff Children's Services, the Police, CIW, the Local Authority Designated Officer arrangements and/or other relevant agencies.
14. Confidentiality and records
· Complaint information will be handled sensitively and confidentially and will only be shared with people who need it for the purpose of investigation, safeguarding, governance, regulation or legal compliance.
· An accurate complaint record will be maintained. For registered childcare complaints the record will include all information required by NMS Standard 19 and Regulations 32–36.
· Records will include the issues raised, evidence considered, decisions, actions, correspondence, meeting notes and outcome.
· Records will be retained securely in accordance with ECCC/Cardiff Council retention arrangements. The existing Centre procedure provides for complaint investigation records to be retained for a minimum of seven years and reviewed thereafter.
· Complaint records will be made available to CIW or other authorised bodies where legally required.
15. Care Inspectorate Wales – registered childcare
Parents/carers and others may raise concerns directly with Care Inspectorate Wales about the safety or quality of ECCC's registered childcare provision. CIW regulates childcare services and uses feedback and concerns to inform its regulatory and inspection activity.
	Care Inspectorate Wales
	Welsh Government office, Sarn Mynach, Llandudno Junction, LL31 9RZ

	Telephone
	0300 7900 126

	Email
	ciw@gov.wales

	Online
	Care Inspectorate Wales – Provide feedback or raise a concern about care services


Open CIW feedback / raise a concern page
16. Children's Commissioner for Wales
Children, young people, parents and carers can seek independent advice and assistance from the Children's Commissioner for Wales.
· Freephone: 0808 801 1000
· Email: advice@childcomwales.org.uk
· Opening hours: Monday to Friday, 9am–5pm (excluding bank holidays).
Children's Commissioner for Wales – Advice and Assistance
17. Learning from complaints
ECCC will use complaints as a source of learning. Themes, actions and improvements arising from complaints will be considered through the Centre's quality assurance and Quality of Care Review arrangements, while maintaining confidentiality.
18. Legal and regulatory framework
· Education Act 2002 and Welsh Government guidance on school complaints procedures (for maintained education provision).
· Children and Families (Wales) Measure 2010.
· Child Minding and Day Care (Wales) Regulations 2010, particularly Regulations 32–36 (for registered childcare).
· National Minimum Standards for Regulated Childcare for children up to the age of 12 years, June 2026 – Standard 19 Complaints.
· United Nations Convention on the Rights of the Child, including the child's right to have their views heard and considered.
19. NMS 2026 compliance overview
	NMS
	Requirement supported
	Where in this policy
	Evidence

	19 – Complaints
	Accessible procedure; confidentiality; local resolution; 14-day outcome; detailed records; CIW rights/contact.
	Sections 2–5, 7–15
	Published policy; complaint log; investigation records; written outcomes.

	6 – Partnership with parents
	Parents are listened to, respected and kept informed.
	Sections 1, 6–10, 15
	Communication records; meetings; written responses.

	18 – Quality
	Feedback is used to review and improve the service.
	Sections 7 and 17
	Quality of Care Review; action plans; improvement records.

	20 – Safeguarding
	Safeguarding concerns arising through complaints are escalated appropriately.
	Section 13
	Safeguarding records and notifications where required.




Appendix A – Summary of the complaints route
	Stage
	What happens
	Usual education timescale
	CIW-registered childcare overlay

	Stage A
	Raise the concern with the relevant practitioner/teacher/manager or Head of Centre. Aim to resolve informally.
	Raise promptly; normally within 10 school days. ECCC aims to respond within 10 school days.
	If it is a childcare complaint, log it and provide written outcome within 14 days.

	Stage B
	Formal written complaint to Head of Centre. If complaint is about Head of Centre, write to Chair of Governors.
	Normally within 5 school days of Stage A response; meeting/investigation arranged.
	Written outcome within 14 days of receipt; extension up to a further 14 days only with complainant agreement.

	Stage C
	If still dissatisfied, request Governing Body Complaints Committee review.
	Normally request within 5 school days. Committee meeting and written decision follow Council procedure.
	Internal escalation does not remove the right to contact CIW at any time.


Appendix B – Complaint form
You do not have to use this form, but it may help you provide the information needed to consider your complaint.
	Your name
	

	Your contact details
	

	Child's name / provision (if relevant)
	

	Date(s) of the incident / issue
	

	What happened / what are you concerned about?
	




	Who have you already spoken to, if anyone?
	


	What outcome or resolution are you seeking?
	



	Any supporting documents attached?
	


	Signature and date
	


Where to send a formal complaint
Head of Centre: Mrs Annamaria Bevan
Ely and Caerau Children's Centre
Michaleston Rd
CF5 4SX
If the complaint is about the Head of Centre, address it to the Chair of Governors at the Centre address.
Policy approval
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