social care
complaints
process




We want to know of any comments or suggestions you may have
about the social care services provided by Children & Families.

If you have concerns about our services then you have a right to
complain.

The Department has a comprehensive Complaints Procedure.

If you are not satisfied with the service that you have received, then
if possible you should talk to the people who provide this service to
give them the opportunity to put things right for you.

If you still remain dissatisfied or feel unable to talk to them, then
your complaint can proceed to the next stage.

You can tell your local office about your complaint or you can go
direct to the Complaints Team, contact details overleaf.

The Complaints Manager will contact you and record your complaint
in detail. This will then be investigated and you may be invited to a
meeting to discuss the investigator’s report and what happens next.

If you are still dissatisfied, you can go to the next stage.




You can ask for your complaint to be heard by an Independent
Complaints Review Panel. The Panel will review what has been done
to resolve your complaint and make recommendations to the director
of the relevant department if anything further needs to be done.

This is the end of the Social Care Complaints Procedure, but if at the
end of this stage you still feel dissatisfied you can take your complaint
to anyone who you think can help:

your local councillor

your member of parliament

the local government ombudsman
your legal advisor.

You can go straight to them, but they will usually ask you to start at
stage 1.

Each stage of the complaints procedure should take between 25
and 65 working days. If it is likely to take longer to resolve your
complaint, then you will be contacted and kept informed.

Have » comments,
Your compliments

.=, & complaints
Say P To “Have Your Say” about other Council

services you can either:
e complete the online form at www.nottinghamcity.gov.uk/haveyoursay ;
e phone us direct if you know the number or call us on 0115 915 5555 and
we’ll put you through;
e speak to us in person at any Council reception point or office;

¢ use Textphone or minicom by dialling 18001 0115 then the direct
telephone number of the service you want to feed back about if you know
it, or 915 5555 and ask them to put you through; or

e write direct to the service you want to feed back about or, if you don’t
know their address, write to: Have Your Say, Nottingham City Council,
Loxley House, Station Street, Nottingham NG2 3NG.



Social Care Complaints

If you requre this information in an alternative language, large print, Braille, audio tape
or text-only version, please call us on 0115 876 5974 or email
socialcarecomplaints@nottinghamcity.gov.uk
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Zazalenia dotyczgce Opieki Socjalnej

Jesli potrzebujesz tej informacji w innym jezyku, duzym formacie, jezyku Braille, wersji
dzwiekowej lub tylko tekstowej, prosze zadzwon do nas na numer 0115 876 5974 lub
napisz emaila na socialcarecomplaints@nottinghamcity.gov.uk

Stiznosti na Socialni péci

Pokud potiebujete tyto informace v jiném jazyce, velkém formatu, Braillové pismu, jake
audio nahravku nebo pouze textovou verzi, zavolejte nam, prosim, nam 0115 876 5974
nebo poslete email na socialcarecomplaints@nottinghamcity.gov.uk
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Dacwadaha Xanaaneynta Bulshada

Hadii aad u baahantahay warbixiintan iyadoo luugadkale ah, iyadoo si waweyn loo
soo daabacay, iyada oo taabasho ah hadii aadan arkeynin, iyada oo dhageysi ah ama
iyada oo qoraal keliya ah. Fadlan nagala soo zxiriir 0115 876 5974 ama email kan
socialcarecomplaints@nottinghamcity.gov.uk

Plaintes de Soin Sociaux

Si vous exigez cette information dans une autre langue, gros caractéres, en Bralille,
bande sonore ou de version texte seulement, veuillez nous appeler au 0115 876 5974
ou par e-mail socialcarecomplaints@nottinghamcity.gov.uk

Contact us
Social Care Complaints Service, Loxley House, Station Street, Nottingham, NG2 3NG.
Tel: 0115 876 5974 or email socialcarecomplaints@nottinghamcity.gov.uk




