Children and young people's complaints and compliments

Compliments
Most of the time, if you want to say thank you or well done you can do this face to face. If you live in a Children's Home you might
have a book where you can write this down.

Sometimes you might want other people to know that someone has done a good job. You can contact us in any of the ways shown
below, and we will pass on your good wishes. We will also write back to let you know what we have done.

Complaints

First of all we will try to sort out any problems and deal with concerns as quickly as possible. Most will be sorted out within 2 days
by your carer, link worker or social worker. If they can't do this, or if you want someone else to deal with it we will follow these
stages.

Stage 1
We will ask a manager to look into the complaint and talk to you about it. We will try to agree a way to sort it out. We will write you a
letter saying what we have agreed to do.

If you are not happy with what has been done to sort the complaint out, you or your advocate can ask for it to go to Stage 2.

Stage 2
At Stage 2 we ask people who do not work for Children's Services to help us sort out the complaint. These people are called
"Independent”. We will ask them to investigate the complaint.

A senior manager will send you a copy of the report with a letter telling you what Children's Services are going to do. If you want,
we will meet with you and your advocate to explain this in more detail.

Stage 3
If you think that:

° the report or letter at Stage 2 was wrong or had bits missing,
o the complaints procedure has not been followed, or
o Children's Services has not tried its best to sort out the complaint,

you or your advocate can ask for the complaint to go to Stage 3.

3 independent people who have not dealt with the complaint before will meet with you, the independent people who did the Stage 2
investigation and someone from Children's Services. They will ask questions to find out what we have done to sort your problem
out.

After the meeting the panel will write a report to say what they think Children's Services needs to do to sort out the complaint.

Stage 4
If things are still not sorted, or you are still unhappy, you can write to the
Local Government Ombudsman:

Local Government Ombudsman — link to http://www.lgo.org.uk/
Beverley House

17 Shipton Road

York

YO30 5FZ

Tel: 01904 663200

Fax: 01904 663269

You can contact the Complaints Officer by writing to:
Children's Complaints Officer

Children’s Services

Freepost NEA15580

Morpeth

Northumberland

NE61 1BR

e-mail: client.relations@northumberland.gov.uk

phone: 01670 533888 freephone: 0800 373615 Text: 07766 631 901

or fill in an online complaints form




