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	UHB TEDDY BEAR NURSERY GUIDELINE
Complaints and Compliments

	Introduction and Aim
At UHB Nurseries we believe that parents/guardians and children are entitled to expect courtesy and prompt, careful attention to their individual needs and wishes.

	Objectives
Any concerns will be dealt with professionally and promptly to ensure that any issues arising from them are handled effectively and to ensure the welfare of all children, enable ongoing cooperative partnership with parents and to continually improve the quality of the nursery.

	Scope
This procedure applies to all of our staff and parent/guardian users of the UHB Nursery facility.

	Equality Impact Assessment 
	An Equality Impact Assessment has not been completed. 
This is because a procedure has been written to support the implementation of the UHB Concerns and Compliments Policy.

	Health Impact Assessment

	A Health Impact Assessment (HIA) has not been completed.
Key actions have been identified and these can be found in or incorporated within this policy/supporting procedure. 
UHB Procedure for Verbal Complaints.

	Documents to read alongside this Procedure 



	National Minimum Standards for Full Day Care (Wales)  
www.careinspectorate.wales
The complaint will also be dealt with in accordance with standard 19 of the National Minimum Standards for Day-care. 

	Groups Consulted
	UHB Nursery Management Team
UHB Senior Childcare Manager
CIW – N.M.S.
NDNA – Policies and Procedures - Version 2018



	Groups Consulted
	As above

	Outcome of Consultation
	Adopt as a local departmental guideline

	Accountable Executive or Clinical Board Director

	Mr Andrew Crook
Head of Workforce Governance
Workforce & Organisational Development
Cardiff & Vale University Health Board
Woodland House
Maes-y-Coed Road
Cardiff  CF14 4HH
Telephone: 02921 836280

	Author(s)

	Mrs Suzanne White – Senior Childcare Manager
Ms Kelly Lovell – UHL Nursery Manager

	Operational Managers
	Ms Kelly Lovell – UHL Nursery Manager
Mrs Arfana Ashraf – UHW Nursery Manager

	Deputy Operational Mangers
	Ms Lisa Martin – UHL Deputy Nursery Manager
Mrs Lee-Anne Keveren – UHL Deputy Nursery Manager

	Disclaimer
If  the review  date of  this document has  passed please  ensure that the version you 
are using is the most up to date either by contacting the document author or the 
Governance Directorate
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	Summary of reviews/amendments

	Review
Number
	Date of Review
	Date of Issue
	Summary of Amendments

	1
	01/04/18

	01/04/18

	New document. Establish a separate, comprehensive local guideline on receiving and resolving complaints and compliments

	2
	15/01/18
	15/01/18
	Name change of CSSIW to Care Inspectorate Wales (CIW)

	3
	01/05/18
	08/05/18
	Review contents, NDNA policies version 2017

	4
	19/11/18
	01/02/19
	Additional information following UHW Nursery’s CIW Inspection on Mediation 

	5
	25/10/19
	31/10/19
	CIW contact details added

	5
	01/02/21
	
	Contents Review
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UHB Teddy Bear Nursery Guidelines 
COMPLAINTS AND COMPLIMENTS

At The Teddy Bear Nurseries we believe that parents are entitled to expect courtesy and prompt, careful attention to their individual needs and wishes. We hope that at all times parents are happy with the service provided and we encourage parents to voice their appreciation to the staff concerned. 
We record all compliments and share these with staff. 
We welcome any suggestions from parents on how we can improve our services, and will give prompt and serious attention to any concerns that parents may have. Any concerns will be dealt with professionally and promptly to ensure that any issues arising from them are handled effectively and to ensure the welfare of all children, enable ongoing cooperative partnership with parents and to continually improve the quality of the nursery.  
We have a formal procedure for dealing with complaints where we are not able to resolve a concern. Where any concern or complaint relates to child protection, we follow our Safeguarding/Child Protection Policy.
Internal Complaints Procedure

STAGE 1
If any parent should have cause for concern or any queries regarding the care or early learning provided by the nursery, they should in the first instance take it up with the child's key worker or a senior member of staff/room leader.  
STAGE 2
If the issue remains unresolved or parents feel they have received an unsatisfactory outcome, then they must present their concerns in writing as a formal complaint to the nursery manager. 
The manager will then investigate the complaint and report back to the parent within 3-5 working days. The manager will document the complaint fully and the actions taken in relation to it in the complaints log book.   
(Most complaints are usually resolved informally at Stage 1 or 2)
WORKPLACE MEDIATION
The Mediation Service provides confidential, impartial support to two or more people in dispute to attempt to reach an agreement.
Mediation is used as a first resort in dealing with Dignity at Work issues and can be described as an informal, voluntary process, in which a neutral person helps in dispute to explore and understand their differences so they can find their own solution.
Mediation required ‘buy in’ from both individuals and can often be the catalyst for progressing issues, both from the point of view of the individuals and from a corporate perspective.
Mediators are Cardiff and Vale UHB Employees who are accredited with ACAS and act as internal mediators in addition to their day jobs.
STAGE 3
If the matter is still not resolved, the nursery will hold a formal meeting between the manager, parent and the senior staff member to ensure that it is dealt with comprehensively. The nursery will make a record of the meeting and document any actions. All parties present at the meeting will review the accuracy of the record, and be asked to sign to agree it and receive a copy. This will signify the conclusion of the procedure.
STAGE 4 
If the matter cannot be resolved to their satisfaction, then parents have the right to raise the matter with CIW. Parents are made aware that they can contact CIW at any time they have a concern, including at all stages of the complaints procedure and are given information on how to contact them. CIW is the registering authority for nurseries in Wales and investigates all complaints that suggest a provider may not be meeting the requirements of the nursery’s registration. It risk assesses all complaints made and may visit the nursery to carry out a full inspection where it believes requirements are not met. 
A record of complaints will be kept in the nursery. The record will include the name of the complainant, the nature of the complaint, date and time complaint received, action(s) taken, result of any investigations and any information given to the complainant including a dated response. 
Parents will be able to access this record if they wish. However, all personal details relating to any complaint will be stored confidentially and will be only accessible by the parties involved. CIW Inspectors will have access to this record at any time during visits to ensure actions have been met appropriately. 
Parents will also be informed if the Nursery becomes aware that they are going to be inspected, and after inspection will provide a copy of the Report to parents and/or carers of children attending on a regular basis. 
The nursery will keep a record of all complaints, the outcome of any investigation and action taken which may be viewed by CIW at any time.
A copy of the response will be sent to CIW.
If the complaint cannot be resolved within 28 days CIW will be informed of this and given an explanation as to why it has gone outside the timescales.
CIW South East Wales
Welsh Government Office
Rhydycar Business Park
Merthyr Tydfil
CF48 1UZ

Telephone: 0300 7900 126
E-mail:       ciw@gov.wales


UHB Procedure for a Verbal Complaint – please see attached Appendix
http://nww.cardiffandvale.wales.nhs.uk/pls/portal/url/ITEM/BD02ED519B67417D84A637C37912598C
UHB Procedure for NHS Staff to Raise Concerns
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