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	Review
	August 2027, or sooner following a material legal/regulatory change, significant incident or change to the service

	Applies to
	Magor and The Dell (CIW-registered holiday/out-of-school childcare provision)

	Principal NMS / basis
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This document has been reviewed against the National Minimum Standards for Regulated Childcare published by Welsh Government on 18 June 2026 and the Child Minding and Day Care (Wales) Regulations 2010 (as amended).
Principles
The Lil Rascals welcomes feedback and will handle complaints fairly, openly and without disadvantage to a child or family. Complaints may be made by parents/carers, children, representatives or a local authority arranging care. Accessible communication support will be provided where reasonably needed.
How to complain
Speak to the Person in Charge or Registered Provider, or email info@thelilrascals.co.uk.
A complaint about the Person in Charge is escalated to the Registered Provider/Responsible Individual. A complaint about the Responsible Individual/Registered Provider is handled by another appropriate senior person and the complainant may contact CIW directly.
Care Inspectorate Wales may be contacted at any time: 0300 7900 126, ciw@gov.wales. CIW considers information about regulated services but is not a substitute for the provider’s own complaints process.
Stage 1 - early resolution
Where appropriate and agreed by the complainant, the setting will try to resolve concerns promptly and informally. Informal resolution does not prevent the complainant moving to a formal complaint.
Stage 2 - formal consideration
The complaint is acknowledged promptly, recorded on the complaints log and assigned to an impartial person who has not been directly involved where practicable.
The investigator gathers relevant records and accounts, considers the child’s wishes and feelings where appropriate, and maintains confidentiality.
The complainant receives the written outcome, reasons and any action within 14 days of the complaint being made. Where this cannot reasonably be completed, the period may be extended by up to a further 14 days with the complainant’s agreement; the reason and revised date are recorded.
The outcome explains any learning/action and how to contact CIW or, where a local authority arranged the placement, how to use that authority’s complaints route.
Safeguarding, criminal or employment matters
A complaint that may indicate abuse, neglect, a practitioner safeguarding allegation, criminal offence or serious safety issue is not held back by the complaints timetable. The Safeguarding Policy and Wales Safeguarding Procedures are followed immediately. The complaints process may continue alongside or pause where Police, Children’s Services, LADO/DOS or CIW advise this is necessary.
Records and learning
A detailed record is kept of the complaint, investigation, evidence considered, outcome, correspondence and action taken.
Complaints records are retained in accordance with legal/regulatory retention requirements and the organisation retention schedule.
Themes are reviewed through quality assurance and may lead to policy, training, risk-assessment or practice changes.
Regulatory and guidance references
NMS Standard 19: Complaints; Child Minding and Day Care (Wales) Regulations 2010 (as amended).
Care Inspectorate Wales contact/concern routes.
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