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1. Children Making a Complaint.

Children placed with OwnLife foster carers are entitled to use the local authority’s complaints procedures or that of the agency at any stage if they are unhappy with any aspect of their care. 
All children will know how to make a complaint. The process for making a complaint is in the Children’s guide.
In seeking to promote the rights of young people to be consulted and to participate in decision making which affects their lives, and ensuring they are entitled to a consistent standard of care, the agency has set out a framework for children to make complaints.

All representations and complaints made by children will be treated seriously, positively and dealt with promptly.
In the first instance a child may: 
· Talk to their social worker in relation to disputed decisions at OwnLife fostering.

· Talk to the foster family’s supervising social worker
· Talk to their Independent Reviewing Officer

· Talk to the Registered Manager

· Talk to the Children’s Rights Director, or Ofsted

· Talk to a representative from The Voice of Child in Care.

· Talk to Childline - Children in Care. 

· Contact the helpline at the Who Cares Trust. 

· Use of an independent advocate. 

· Consult a solicitor. 

· Contacting a local Councilor or Member of Parliament.

2. Others Making a Complaint.

Parents of a looked after child.

Parents, through the child’s social worker are given a leaflet about how to make a complaint at the time of confirming the placement with the local authority.

Foster carers.

Foster carers have access to the foster carers manual and the policies of the agency and know how to make a complaint.

Other individuals, local authorities, or agencies.

Others can use the complaints procedure to make a complaint, but this procedure is not to be used for allegations of alleged abuse. Any complaint about a foster carers practice will be dealt with through the Standards of Care Procedure.
The agency will keep written records of complaint. 

Any complaint or issue involving possible sexual or physical abuse will immediately be reported to the safeguarding lead.
The procedure when a complaint is received:
When a complaint is received, it goes to the Designated Complaints Officer. 
The DCO will take the details from the complaint and record, the date and time, the subject of the complaint, and how the complaint was received. 

The DCO will liaise with the RM to decide how best to proceed.
In all cases if the complaint is one of a serious nature, then OwnLife will take advice as to whether the police/local authority/ OFSTED need to be informed.

Any complaints against foster carers will be dealt with under standards of care, and any allegations of abuse will be forwarded to the LADO.

The DCO will contact the complainant within five working days, to acknowledge receipt of their complaint.

The DCO will contact the person, (team member or foster carer) who is the subject of the complaint to inform them of the nature of the complaint and to obtain their point of view. 

Procedure Stage 1 (Informal local Resolution)

There is an expectation that most complaints will be satisfactorily dealt with at the point the complaint is made. A record should be kept of all informal complaints and how they were resolved.
This process consists of a meeting between the complainant and the SSW unless the complaint is about the SSW.
It may be, however, that the complainant considers that an issue has not been resolved satisfactorily and will want to take the matter further by making a formal complaint.
A letter of resolution or outcome will be issued in response to any informal complaint by the registered manager.

Stage 2 (Formal Complaints - investigation)

The complaint needs to be put in writing to the registered manager, and given to the Designated Complaints Officer (DCO) who will ensure: 
· The Complaints procedure is appropriate to resolve the matter.

· The complainant understands the procedure and has the relevant information.

· An Independent Person is appointed if required after discussion with the RM
The independent person who is investigating can be a senior member of the agency not directly the subject of the complaint, or someone independent of the agency. 

The Independent Person's task is to provide the objective element in the consideration of complaints. 

They will:

· Observe that procedures are carried out correctly.

· Interview the complainant and everyone else involved to form an independent view.

· Participate in discussion with the Designated Complaints Officer.

· Provide a written report for all parties including the complainant within 14 days.
· Make a written comment on the overall experience and make relevant representation to management.
The Designated Complaints Officer will write to the complainant giving the decision made by the RM after consideration of the Independent person’s report.
The letter will include information as to the complainant's rights if they are still not satisfied that the complaint has been resolved.    It is likely that the IP will want to meet with the complainant to talk about the results of the investigation.

Stage 3 Review 
The complainant may decide to refer the complaint to Director.    If so, the request should be submitted in writing, via the Designated Complaints Officer, no later than 28 days from the date of the letter of notification at Stage 2. 
Director will undertake to arrange for the case to be reviewed by an Independent Panel within 28 days.

Complainants should be advised of their right to make representations to the Local Government and Social Care Ombudsman if they are still not satisfied.

Confidentiality

All written reports and submissions will be treated as confidential to the Complaints Procedure. They will only be used in other procedures with the consent of those who have provided the information, including any children involved.

Appendix 1 Young Person’s Complaints leaflet
Some of Your Rights


1:
To feel safe.
2:
Choice of clothing.
3:
To keep contacts with your family and friends.
4:
To say what you think should happen in your future.
5:
To be listened to and be heard.
6:
You have a right to education.
7:
To have pocket money.
8:
To have a clothing allowance.
9:
To see what is directly written about you.
10:
To see a Social Worker.
11:
To see family, friends or professionals in private.
12:
To make telephone calls in private.
13:
To give and receive letters/post privately.
14:
To not be treated less favourably than anyone else on grounds of sex, religion, culture or      sexuality.

Useful Contacts

If you feel you need to talk to or get advice from someone completely independent of OwnLife fostering, you should call any of the following organisations.

Childline:




0800 1111 (Free-phone).

A Voice for the Child in Care:   
0808 800 5792 (Free-phone).

Children's Legal Centre:           
01206 873820

African Caribbean Helpline:     
0800 096 7500 (Free-phone).

NSPCC Child Protection Helpline:
0800 800 5000 (Free phone).

Ofsted:     




08456 404040
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Do you have a problem or do you want to complain about something?

Don’t be afraid to tell us. We’d like to sort it out for you.

Do you need advice or want to complain?
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Do you have a problem?                                                                             

Do you have a worry?

Do you feel forgotten and miserable? 

Do you need help? 

Are you being picked on? 

Does no one listen to you? 

Perhaps you have been unfairly treated by your foster carer/s.

Perhaps you have been told that something would be done but it’s taking too long. 

Perhaps you have been told that you cannot have help. 

What should I do if I am unhappy?

If you have any problems please talk to your foster carer, your social worker, your family or Maureen at OwnLife (TEL 020 8313 3304). 
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If whatever is making you unhappy is to do with where you are living or with anyone involved in your care, then you have the right to make a complaint and the right for us to take your complaint seriously. 

1. Contact someone from OwnLife or your carer and they will write down your complaint and if you agree that it is what you said, you then sign it. You can also complete the form below and send it in to us.  We will tell your social worker of your complaint, as it may need to be dealt with through their own complaints procedures.   A more senior member of OwnLife will then discuss it with you and any others involved, to see if your complaint could be sorted out by talking about it.   The result will be written down and you can say if you are happy with this.  This should take a week at most.  If you are not satisfied, we go to stage two: 
2. The Registered Manager of OwnLife will now look at your complaint.   He/She will write down what they find, and you will be asked if you are happy with the result.   This should take about two weeks.   If you are still not happy, we go to stage three.
3. Someone independent of OwnLife will now look at your complaint and check it out within two weeks to see if your complaint can be sorted.  They will also involve other people if they need to, like a Child Protection social worker.   You will then receive a written report.

Is there anyone else I can talk to? Yes!

Ofsted    
Tel:  0300 123 1231        
Email: enquiries@ofsted.gov.uk

Childline   Tel:  0800 1111               
Email:  www.childline.co.uk
NSPCC Child Protection 
Tel: 0800 800 5000     
 Email:    www.nspcc.org.uk 
A Voice for the Child in Care

Tel: 0808 800 5792 
Children's Legal Centre


Tel: 08088 020 008 
National Youth Advocacy Service
Tel: 0300 330 3131 
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To make a complaint, please complete and return to:                                                           

OwnLife Fostering Limited

Premier House, 1 Cobden Court

Wimpole Close, Bromley

Kent, BR2 9JF

	MY NAME


	

	MY ADDRESS


	

	MY TELEPHONE

NUMBER
	

	MY COMPLANIT IS
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