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Get it sorted
A young person’s guide to 
making a complaint

          



Some examples of when you can
complain are if:

7 You think you are being treated badly or
unfairly by a worker or carer;

7 You think you are not being listened to, or
your views are not being taken seriously;

When should I

If you feel you are in any danger, or that your problem
is an emergency, it is important that you tell someone
straight away. You can call your social worker between

9am-5pm 
Monday-Friday

Outside this time, you can call the emergency 
duty team on

020 8594 8356

complain?



7 You think you are being discriminated
against (for instance because of race,
disability, region or anything else); or

7 You think your aren’t getting what 
you need, or what you are entitled to.
For example, seeing your family, getting
support from your social worker,
education, help when leaving care,
health care, social life and hobbies



If you are having problems, it is important that you tell someone
that you trust, so that the problem can be dealt with.

Problems don’t have to be huge before you let anyone know
about them. If something is important to you, it is important to
us. You can talk to the person who is looking after you, a friend,
a parent, your social worker, a teacher or any adult that you feel
will take you seriously.

Many problems can be sorted out this way. However, if your
problem is not sorted out quickly, you can go on to make a
complaint by filling in the complaints form attached to this
leaflet and sending it to us. (You do not need a stamp).

How can I 

complain?

Or you can call the Freephone complaints line on 
08000 130728 or speak to the complaints team on 
020 8227 2405 and 020 8227 2111.

If your call is on the weekend or after 5pm between 
Monday and Friday please call the Emergency Duty Team 
on 020 8594 8356, they will listen to you and give you advice.

Or you can also email us via our website ‘Careweb’ @
www.careweb.tv

Or you can call our Children’s Right Officer on 020 8227 3961
who will be able to help and advise you.



We want to make sure that
you are given help when
making a complaint, so we 
will always check that you
have an adult to help you
with your complaint, if
you want one.

Or you can fax us on 020 8227 2156 OR textphone us on 
020 8227 2462 or mobile text us on freephone 0800 130728

Or you can come in and see
the complaints team, we are
based in room 91,
Civic Centre, Dagenham.
If you call us first we can
make sure we are in the
office and can meet with you.



What will happen to my  

complaint?
Advocates
If you do not have an adult you trust to
help you with your complaint, you can
ask for an advocate to help you.
Advocates are independent and trained
people who will support you to say what
you want to say, or they could say it for
you. Advocates do not work for social
services. 

We can help you get an advocate from 
a charity called VOICE. They will
support you and work for you so that
you are in control of your complaint.

What you say to a Voice advocate does
not have to be passed on to a social
worker or Children Services (unless you
or others are in real danger). 

After you have called the freephone
complaints line, or made contact with 
the complaints team, or filled in a young
person’s complaints form and posted it to
us, there are three stages to getting your
complaint sorted out.

Every complaint starts with stage one.

If you are in care and are worried about
the way you are being looked after you
can call VOICE and speak to an
advocate. Their Freephone number is
0808 800 5792 and you will not have to
pay for the call. Or you can reach them
at www.voiceyp.org

Stage 1
Once the complaint officer at Children Services has received your
complaint form, they must get back in touch and tell you what is
going to happen. We usually do this by speaking to you on the
telephone and then writing to you. The complaints Manager will
then arrange for your complaint to be looked into. We will tell you
who is going to look into your complaint. They will then write to you
and tell you what they have found out and what they are going to
do to ‘Get things sorted’. We will try and do this within 10 working
days. Sometimes this may take longer, because we need to speak
to more people or find out other information. When this happens
our answer to you may take up to 20 working days. We will always
tell you when you can expect the answer to your complaint. 



Stage 2
If you are not happy with
how we have dealt with
your complaint at stage 1,
you can ask the Complaints
Manager to take the complaint
to stage 2. This means 
that an Independent Investigation
officer (someone who doesn’t 
work for Children Services) will
investigate to check that your complaint
has been taken seriously and that we have treated you fairly. 
This person will be watched by an Independent Person
(someone who does not work for this council) who will make sure
that your complaint is being investigated fairly. You should get an
answer within 28-65 working days. These days are set by how
detailed the investigation needs to be.

Stage 3
If you are not happy with the result of the stage 2 investigation,
you can ask for a review panel meeting. This means that three
people who are all independent of the borough (the panel) will
go through your complaint and check that it was dealt with in
the proper way.

The panel will then draw up a plan for what should be done.
You are allowed to come to this meeting, and bring someone
with you if you wish.

?



Will I get in trouble for

complaining?
No, you will not get into trouble if you make a complaint
about us. You have the right to be looked after properly.
You also have the right to speak out when you feel you
are not being listened to or treated fairly. Sometimes
only you are in a position to let Children Services know
what is really going on in your life.

Making a complaint can be scary. You might be
frightened of getting someone in trouble, or
because you don’t know what will happen after
you have made a complaint. This is why it is
important that when you tell Children
Services about problems, you also give us
your ideas about how you think things
might be best sorted out.

Letting us know about problems 
can be a real worry,
but if you don’t tell
us about your
problems, we wont
be able to sort 
them out.



Name .............................................................. Age ..........................................

Address ..............................................................................................................

........................................................................ Postcode ................................

Contact number ................................................................................................

Do you have an adult to help you with your complaint? Yes No 

If ‘Yes’, who is this adult? ..............................................................................

Is it safe for us to ring or write to you? 
(Is it OK if someone else picks up the phone or sees your letters?) Yes No 

If ‘No’, what is the best way to contact you.

............................................................................................................................

What is your complaint?

............................................................................................................................

............................................................................................................................

............................................................................................................................

............................................................................................................................

............................................................................................................................

............................................................................................................................

What would you like to see done about it? ....................................................

............................................................................................................................

............................................................................................................................

Young Person’s Complaints Form

Please send it back to:
Freepost I.Y.731, Children, Adult and Community Services Complaints Manager
Room 91, Civic Centre, Dagenham, RM10 7BW
(No stamp needed.)



This leaflet explains how you can make a complaint about social care. You can ask for
this information in your own language by ticking one of the boxes, filling in your name
and address and returning this form to the address at the end of the translations.

Kjo fletushkë shpjegon se si të bëni një ankesë për kujdesin shoqëror. Ju
mund ta kërkoni këtë informacion në gjuhën tuaj duke shënuar njërën prej
kutive. Plotësoni emrin dhe adresën tuaj dhe kthejeni këtë formular në adresën
në fund të këtyre përkthimeve.
Ce prospectus vous explique comment vous plaindre des services sociaux. Vous
pouvez demander des informations dans votre propre langue en cochant la case
correspondante et en indiquant votre nom et votre adresse, puis en renvoyant ce
coupon à l’adresse indiquée à la fin des traductions.
Mwa lokasa oyo ezali kolembola ndenge nini okoki kosala plainte po na makambo
ya soins bapesaka na bato ya social. Okoki kosenga information oyo na monoko
nayo moko soki oponi yoko ya ba boites,okomi kombo nayo na adresse sima
ozongisi formulaire oyo na adresse ekomami na nse ya ba ndemboli.

Este folheto explica como pode fazer uma reclamação acerca dos cuidados
sociais. Pode pedir esta informação na sua própria língua, ao colocar um sinal
numa das caixas, preencher o seu nome e morada e devolver esta forma para
o endereço no final das traduções.

Makaratasi haya yanaeleza jinsi ya kutuma malalamiko kuhusu huduma za
jamii. Unaweza kuomba makaratasi yaliyotafsiriwa ukiweka alama ya pata
katika kisanduku kinachohusika kilichopo chini, halafu rejesha ukitumia
bahasha uliyopewa.

#
#

Albanian

French

Lingala

Polish

Portuguese

Punjabi

Swahili

Turkish

Urdu

If you would like this information on audio tape 
or in large print, please contact us at 
Freepost I.Y.731
Children, Adult and Community Services 
Complaints Manager
Room 91, Civic Centre, Dagenham, RM10 7BW

Phone: 020 8227 2405 or 020 8227 2111,
Textphone: 020 8227 2462

Your name: ....................................................................

Your address: ................................................................

.........................................................................................
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