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How children  
and young people 
can make a  

complaint
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 or providing new ones.

Remember !
•	 We will listen to you and take your complaint 

seriously
•	 We will not blame you for making a complaint
•	 You will not get into trouble for telling us 	

about problems
•	 We will ask you the best way to keep in touch  

with you
•	 We will talk to all the people involved
•	 We will try to put things right as quickly as possible

Want to get help in making your 
complaint or find out more about 
your rights? 
You can contact the Children’s Rights Service 
54 Blythe Road	
London 	
W14 0HA
Freephone: 0500 235844	
Email: childrensrights1@btinternet.com

More help and advice for you:
A Voice for the Child in Care 
VCC, Unit 4, Pride Court	
80-82 White Lion Street	
London N1 9P
Email: info@vcc-uk.org	
Freephone: 0808 8005792
Who Cares Trust 
Kemp House	
152/160 City Road	 	 	 	
London EC1V 2NP
Phone 020 7251 3117	
Web: www.thewhocarestrust.org.uk
Childine  
24 hour free helpline	
Freephone 0800 1111
NSPCC 
24 hour free helpline	
Freephone 0800 800 500
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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 or providing new ones.



What can you do?
•	 Ask to speak to your social worker or their manager
•	 Complete and return the enclosed prepaid form 	

(no stamp need).
	 Hammersmith & Fulham Council	

1st Floor, 181 King Street	
Hammersmith 	
London W6 9JT

•	 Fax: 020 8753 1207
•	 Telephone the complaints 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. 

What will happen next?

Step 1
•	 We will talk to you about what the problem is.
•	 We will talk to all the other people involved.
•	 A manager will write to you within 10 days. 
•	 The letter will say whether they agree with your 

complaint and what they are going to do about it.
If you are not happy with what they say you can ask to 
take your complaint to step 2.

Step 2
The complaints unit will look closely at your complaint 
and what you want to happen.
•	 Your complaint may need to be investigated.
•	 We will ask someone who does not work for the 

council to do this.
•	 Another person will also be involved to ensure that 

the investigation is fair.
•	 The investigation team will meet with you to be sure 

that they understand your complaint.
•	 A report will be written and recommendations to be 

made about how to put things right for you.
•	 You should get an answer within 25 days or if it is 

very complicated they will let you know if it will take 
longer.

If you are not happy with the answer you can ask to take 
your complaint to step 3.

Step 3
•	 You can ask for the results of the investigation to be 

looked at again.
•	 You will be invited to attend a meeting to talk about 

your complaint. 
•	 Three people who do not work for the council will 

look at your complaint. They will tell the council’s 
Director of children’s services what they think should 
happen.

If you are still not happy with the result you can take 
your complaint to the Local Government Ombudsman. 
The complaints manager will explain this to you.

Not happy? Not safe? Want to complain?  
WRITE IT DOWN

Have you spoken to 
anyone about this before?

What do you think could 
be done to make things 
better? How could we 
make things right?

Date:

Address:

What’s it all about?

Name:

You can ask someone to  
SORT IT OUT or COMPLAIN if you  
feel you have been:
•	 Treated unfairly or badly by someone
•	 Ignored or not taken seriously
•	 Told something will be done and it has  

not happened
•	 Affected by a decision we’ve made
•	 Disappointed by the standard of service

This leaflet tells you how you complain and what we will 
do if your complaint is about one of these council services:
•	 Foster care
•	 Leaving care 
•	 Youth offending 
•	 Referral and assessment 
•	 Child protection
•	 Adoption
•	 Asylum
•	 Contact arrangements

Please detach this form
 and m

oist, fold and paste.


