Making a comment

or complaint
Children’s Services

@ Stockton-on-Tees

BOROUGH COUNCIL



Improving services

Stockton-on-Tees Borough Council provides a wide range of services,
which includes Children’s Services.

It is important that people who use our services tell us how we are doing
as we try to provide the best possible service at all times.

We welcome your views

We welcome your feedback and want to learn from both good and bad
experiences about what we do well and when we can do better.

Complaints help us to understand your concerns about the services we
provide. We use complaints to put things right, improve service delivery
and ensure that members of the public are satisfied with the Council and
the services we provide.

Whatever your views, we welcome them

You can contact us by using one of the following methods:

:I www.digital.stockton.gov.uk/customer-feedback-and-complaints
¥ foiandcomplaints@stockton.gov.uk

o/ 01642527521

Or by completing the form in the centre of this booklet and returning it to:

¥ Information Governance Team
Dunedin House
Columbia Drive
Thornaby
Stockton-on-Tees
TS17 6BJ




Who can complain

You can make a complaint if you are a child or young person who receives
a service from Children’s Services. A parent, carer, relative or anyone else
who has sufficient interest in the welfare of a child or young person who
receives a service can also make a complaint on their behalf.

You should make your complaint within 12 months of the incident about
which you want to complain. If you complain about issues that happened

more than 12 months ago we will consider your complaint and let you
know if we are able to accept it.

We can assure you that making a complaint

Not affect the service you receive
Not mean you will be labelled a trouble maker
Not mean you will be singled out or mistreated.

If you are afraid that any of these things may happen to you or you would
like to talk to someone confidentially, then please contact the Information
Governance Team using a method on page 2.




Feedback form (pull-out section)

Name:

Address:

Date:

Telephone number:

Email address:

Name and address of person wishing to make a comment or
complaint, if different from above.

| want to tell you about...

Please tick the appropriate box then turn over to give full details.
0 My comment

O My complaint




Please enter full details below

Please continue on a separate sheet of paper if necessary

What | would like to happen as a result of my comment or complaint.

Signature: Date:




What we will do

If you make a suggestion on how we can improve what we do, we will pass
this onto the appropriate manager of the service.

If you tell us you are unhappy about the service we have provided we

will try to find the best way to resolve this. We will decide on whether the
complaint you have made will be dealt with under the complaints process
or whether it is more appropriate to be dealt with under another Council
process or procedure.

We aim to resolve complaints at the earliest opportunity. Early Resolution
is an opportunity for the Council to put things right and agree to
undertaking actions which will lead to your complaint being resolved
within a short time period, usually within five working days.

When we receive your complaint we will write to you telling you what
process it will be considered under. All expressions of dissatisfaction will
be taken seriously and dealt with appropriately.

Details of how we will deal with your complaint will be provided.

We will try to resolve your problem as quickly as possible and keep you
informed of progress. If a child or young person requires an advocate to
assist with the complaint then this can be arranged. If a carer or parent
requires an advocate we can signpost you to organisations who can
support you.

What if | am still unhappy?

We aim to resolve most complaints by Early Resolution. However, if we
have been unable to resolve matters, or we agree that Early Resolution is
not appropriate, we can move to the next stage of the complaints process.
We will tell you at what stage your complaint is being considered and give
you a timeframe within which you will receive a response.

If you are unhappy after you receive a response to your complaint, please
let us know why you remain unhappy and what action might resolve
matters for you. We will let you know if we can consider your complaint
further. If you remain unhappy after you have received our final response
to your complaint you can complain to the Local Government and Social
Care Ombudsman. The Ombudsman is not a further appeal. It looks at




whether public bodies have followed the right steps when taking action or
reaching a decision. The Ombudsman decides whether it can and should
investigate complaints. You can find out more information about what
complaints the Ombudsman may consider on its website www.lgo.org.uk/
make-a-complaint/what-we-can-and-cannot-look-at

If you wish to raise your complaint with the Ombudsman you can find out
more information about how to do so at www.lgo.org.uk/how-to-complain
or by calling 0300 061 0614.

Stockton-on-Tees Borough Council is the data controller for the purposes
of the Data Protection Act 2018. Please note that you are entitled to obtain
details of the data, the purposes for which it is held and a description of
those to whom it may be disclosed, by contacting Information Governance
Team on 01642 527521 or email foiandcomplaints@stockton.gov.uk.

If you would like further information about how your personal info is used,
please visit wwww.stockton.gov.uk/privacy.

More information about how we handle complaints can be found at
www.stockton.gov.uk/Customer-feedback-and-complaints

Advice and support

If you require advice and support the following organisation may be able
to help:

For Adults Mind
% Citizens Advice o/ 01642 796630
Stockton & District Advice J www.mind.org.uk

& Information Service
Wellington Square
Shopping Centre
Stockton-on-Tees
TS18 1RG

oJ 01642 633877
¥ support@stockton-cab.co.uk




For Children

Children and young people are entitled to advocacy support that is
independent and confidential. You can ask someone to be your advocate
or we can make contact with an advocacy service and ask that they
support you through the complaints process. The contact details of the
advocacy service we use are:

NYAS National Youth Advocacy Service
o/ Freephone 0808 808 1001

¥ help@nyas.net

CJ www.nyas.net

If you would like this information in any other language or format
for example Iarge Print or audio please contact 01642 527521.
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