
Children’s services

How to make a complaint,
comment or compliment about
children’s social services

Hammersmith & Fulham Council



Our complaints procedure aims to:
• make it easy for you to make complaints

• help resolve your complaint

• make it easy for you to pass on comments or
compliments

• make sure you get a quick response

• give you the right to a second opinion

• keep you informed of our progress in dealing with 
your complaint

• put you in touch with a local councillor, if you want 
their help.

Talking about problems you’ve had with our services or
our staff can help us make things better for everyone. 
You can also make suggestions about improving existing
services, providing new ones or express your
appreciation to a member of staff. 
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Your views are important to us
We aim to provide services of the highest standard. 
Your comments, complaints and compliments are an
important part of this process, as they help us to
improve and develop our services.

Complaints
Children’s social services is part of the children’s
department and is a complicated set of services. We
accept that things can go wrong. If you are not happy
about the way you have been treated, you have a right
to complain and your complaint may improve services
for everyone. 

Compliments 
It is useful for us to hear from you when we get things
right. Your compliment will help us to be sure we are
giving you good quality service and importantly, it gives
staff encouragement to continue delivery service of the
highest standard. 

Comments
Your comments and suggestions are very important to
us. They can show us where we may be failing and
where we may have work to do. If you have thoughts
and ideas about things you think we could improve,
please let us know. 

The form inside this booklet can be used to make
complaints, comments or pay us a compliment.



2

What can you do?
• Ask to speak to the relevant social worker 

or their manager

• Complete and return the enclosed prepaid form 
(no stamp needed):

Freepost RRXU-LEZE-SCEZ
Children’s Services Customer Care Unit
Cambridge House
Cambridge Grove 
London W6 0LE

• Telephone the customer care officer on 
020 8753 5127

• Email cscomplaints@lbhf.gov.uk

• Go to our website at www.lbhf.gov.uk
Click on ‘make a complaint’, then 
children’s services and follow the instructions.



x

Send completed forms to: 
Freepost RRXU-LEZE-SCEZ
Customer Care Unit
Cambridge House
Cambridge Grove
London W6 0LE

Feedback form

Your name:

Your home address and postcode:

Daytime phone number: Evening phone number:

Email address:

Your signature: Date:

Under the Data Protection Act 1998 we have a duty to safeguard
your information. We may however need to share information
with others and access your records in order to resolve your
complaint. We are therefore seeking your consent to do so. 

Please tick the box if you do not want us to do so. If you do
not give us permission this may affect the outcome and our
ability to resolve your complaint.

Please fill out this form and send it back



Please outline the nature of your complaint,
comment or compliment.

Continue on the next page if necessary



We want to treat everyone fairly. We would be grateful
if you would answer a few questions so that we can
make sure that we are providing a good service to
everyone in our community. 

You do not have to give us this information, but if you
do, it will not affect how we deal with your complaint.
We will keep it confidential and will only use it for
putting together statistics which cannot be related
back to you.

If you agree that we can use your information in
this way, please tick this box 

Are you male or female?  
Male  Female

What age are you?
18-24    25-29
30-39    40-49
50-59    60-65    65+

(continued overleaf)

Your profile



Do you have any long-term illness, 
health problem or disability which 
limits your daily activities or the 
work you can do?  Yes  No

Are you in work?  Yes  No

What is your ethnic group?

Asian or Asian British
Indian       Pakistani       Bangladeshi 
Any other Asian background (please write in)

Black or black British
Caribbean African
Any other black background (please write in)

Chinese or other ethnic group (please write in)

Mixed
White and black Caribbean White and Asian
White and black African
Any other mixed background (please write in)

White
English      Scottish      Welsh      Irish
Any other white background (please write in)
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What will happen, should you wish to
make a formal complaint?
The complaints procedure has three stages:

Stage 1 - Problem solving
We will discuss the problem with you and everyone
involved. A manager should write to you within 10
working days. You will be notified if the matter will take
longer to be dealt with. The letter will say whether they
agree with your complaint and what they are going to
do about it.

Stage 2 - Formal investigation
If you are still not satisfied with the stage 1 response or
you feel that your case should be considered at stage 2
of the complaints procedure, you can make this request,
in writing.

The customer care unit will assess your complaint and
request and, if appropriate, appoint an independent
investigator to look into the matter. Another
independent person will also be involved to ensure that
the investigation is fair. The investigation team will
interview you and everyone concerned and prepare
reports with recommendations regarding what to do
about your complaint.



4

You should get the investigation report and a letter from
a senior manager within 25 working days (or within 65
working days, if the matter is very complicated).

Stage 3 - Independent review panel
If you are unhappy with the outcome of the
investigation, you can request, in writing, for your
complaint to be reviewed by an independent review
panel, of three people. Please note, however, the panel
will not be able to reinvestigate the complaint nor
consider any new complaints that have not been looked
into at stage 2. 

The panel will arrange to meet with you and other
relevant individuals within 30 working days of the
customer care unit receiving your request. The panel will
make a decision within five working days. The director
of children’s services will write to you within a further
15 working days about what he intends to do about
your complaint.
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Local Government Ombudsman
If you are still dissatisfied with the decision of the review
panel, you can contact the local government
ombudsman. The ombudsman is an independent
person who investigates complaints about local
councils. The ombudsman’s investigations are free and
confidential. You can contact the ombudsman at:

The Local Government Ombudsman
Milbank Tower
Milbank
London SW1P 4QP

However, by law the ombudsman may not investigate
your complaint before your have exhausted all three
stages of the complaints procedures.

You can ask your local councillor or Member of
Parliament to take up your complaint. You can get their
names and address from your local library, or the council
information centre on 020 8753 4040.

If you are not sure which department to approach,
please contact the customer care officer on 
020 8753 5127.



Please call 020 8753 5832 if you would like a copy 
of this document in large print
Visit our website: www.lbhf.gov.uk
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