Children’s Social Care

Feedback and Complaints

tell us what you think...
Your views matter
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Shropshire Council is committed to providing you with the best service possible.
We always welcome compliments, comments and complaints about our services in
order to continually improve our service delivery.
You may want to compliment someone who has helped you or let us know if we
have done something well.
You may want to comment and make suggestions on how we may improve our services.
You may have a complaint if we have not provided the service you expected.
Remember, we cannot resolve an issue if we are not aware of it.

How can I comment or provide a compliment?
It is important for Shropshire Council to obtain as much feedback as possible and comments
and compliments can be as helpful as complaints in identifying where services are working
well or whether changes could be made to generate improvement. You can use the
contact details at the end of this leaﬂet to share any comments or compliments you have
about a service.

Who can make a complaint?
The person who receives the service.
Someone acting on behalf of a child or young person using the service (for example a
parent, grandparent or carer). Where appropriate we will check that the complaint
represents the views of the child or young person.
Someone with a complaint not acting on behalf of a child or young person but where
the local authority believes they have suﬃcient interest in the child’s welfare to justify
the complaint.

Can I have help to make a complaint?
A child or young person may want to ask someone to help them take forward their
complaint and this could include a social worker, teacher, carer or an adult they trust.
You can ask a local councillor or an MP to speak to us on your behalf, or if you prefer we
can provide details of advocacy support and where you can seek advice from
independent organisations.
If you want to complain in person, but have a disability that prevents you from doing so,
we can arrange a visit to gather the details of your complaint, or can telephone you to
talk about the best way we can help you complain.
A complaints oﬃcer independent of the service you are complaining about can give you
advice on how to make a complaint or arrange for an advocate to assist you. An advocate
is someone who can help you through the process of complaining and speak up for you.

Who can I complain about?
The sorts of things that you may want to complain about might be:
If you receive a poor quality service – including services Shropshire Council have
arranged but are delivered by an independent care provider.
The attitude or behaviour of a member of staﬀ.
A case conference, an assessment, care plan, or review of your services, such as our
eligibility criteria (conditions).
Any service Children’s Social Care provides (complaints not related to social care may
be responded to under Shropshire Council’s corporate complaints procedure).
The standard of spoken English of a public sector member of staﬀ in a public facing role.
There are three stages within Shropshire Council’s Children’s Social Care Complaints
Procedure and a 4th stage is referral to the Ombudsman:
STAGE 1

The Complaints Oﬃcer will contact a manager within Children’s Services and
ask them to investigate your complaint and provide a written response within
10 working days. In some cases it may take up to 20 working days but we will
let you know if this extra time is needed and why. If you are unhappy with the
response you can request to go to stage 2.

STAGE 2

An External Investigating Oﬃcer (someone who is not part of the service you
have complained about) will investigate your complaint in more detail. They
will also appoint an Independent Person who does not work for Shropshire
Council. It is their job to make sure the complaints process is being carried out
fairly and ensure you are listened to. They are not an advocate. The External
Investigating Oﬃcer will aim to send you a report within 25 working days.

STAGE 3

If you are not satisﬁed with the decision following the independent
investigation at Stage 2 you can ask to have your complaint reviewed by the
Complaints Review Panel. Three people who don’t know about your complaint
will take a fresh look at it. You can attend the panel meeting if you like, with a
friend or someone you trust.

Stage 4

If you are still unhappy

If you want to take your complaint further, you can contact the Ombudsman at:
Local Government and Social Care Ombudsman
PO Box 4771, Coventry, CV4 0EH
Telephone 0300 061 0614
Text ‘callback’ to 0762 481 1595
Website www.lgo.org.uk
You can contact the Ombudsman at any point. However, it is their usual practice not to
deal with a complaint until the council’s complaints procedure has been completed.

What you can expect form us…
We will contact you within 3 days of receiving your complaint and let you know what we are
doing to help you.
We will send you a full response to your complaint:
within 10 working days in the case of Stage 1 (or 20 working days if this has been agreed)
within 65 working days in the case of Stage 2 and Stage 3 complaints
If your complaint progresses to stage 3, we will arrange dates with you.
More complicated complaints could take more time to investigate. If this is the case, we will
contact you and keep you informed of progress.
We cannot always promise to get the result that you want, but we will make sure that your
complaint is dealt with as quickly and as thoroughly as possible and keep you informed of
what is happening.

Feedback: To get in touch …
Use the online form on our website: https://www.shropshire.gov.uk/feedback
Email: customer.feedback@shropshire.gov.uk
Write to: Feedback and Insight Team, Shropshire Council, Shirehall, Abbey Foregate,
Shrewsbury, Shropshire, SY2 6ND
Telephone customer services: 0345 678 9000
Regardless of how you contact us, your conﬁdentiality is paramount and if we need to
share your information with any partners or outside organisations we will seek your
consent ﬁrst.
You can ﬁnd out more by accessing a copy of the Children’s Services Statutory
Complaints Procedure from Shropshire Council’s website (see above) or contact us to
request a copy.
If you can read this but know someone who can’t, please contact us on 0345 678 9000
so we can provide this information in a more suitable format.

