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Section 16 
 

Policy 
 

Comments, Compliments and Complaints 
 
 
The Society welcomes comments and feedback about the services we provide. This policy and the 
associated procedure describe the arrangements we have in place for receiving comments, 
compliments and complaints from users of our services (past and present), professionals we work 
with and anyone who has requested a service from us.  
 
The Society will ensure that written information is available to all staff and users of its services, 
including children and young people in a format accessible to them, at the outset of their involvement 
with the Society which clearly describes the procedure for expressing dissatisfaction. 
 
The Society will endeavour to ensure that all complaints are resolved quickly and handled in a 
sensitive, transparent and equitable manner. 
 
The Society will ensure that (where relevant) the outcome of any complaint, together with the details 
of the process, relating to an adoption situation is made available to the adoption panel. 
 
An annual review of comments, compliments and complaints will be presented to Trustees, and will 
inform regular review of the Society’s Policy and Procedures. 
 
The Society will maintain complete records of all complaints, how they were dealt with and the final 
outcome in accordance with data protection regulations. 
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Section 17 
 

Procedure 
 

Comments, Compliments and Complaints 
 
17.1 Introduction 
  
The Society is committed to providing a high standard of service and seeks to establish constructive 
working relationships with all users of its services.  We aim to provide quality services which are 
responsive, efficient and respectful. Service user feedback is important to help us understand what 
we are doing well and where our services may have fallen short of expectations. This procedure 
outlines how to express a comment, compliment or complaint about the Society’s services or staff 
 
17.2 Who may complain? 
 
Anyone who is receiving a service from the Society, has received a service or has been declined a 
service can make a complaint or offer feedback.  Carers may also make a complaint on behalf of a 
child in their care. A child or young person may make a complaint in their own right, and may find 
our leaflet entitled Complaints and Talkback Book helpful. 
 
17.3 What can be complained about? 
 
Complaints, Comments or Compliments may be made relating to a service that we have delivered, 
or the way in which it was delivered. Complaints may be made verbally or in writing, by letter or e-
mail, via the contact form on our website or using the Feedback Form at the end of our Comments, 
Compliments and Complaints leaflet. Contact details can be found at the end of this policy. 
 
Please note: there is a separate process for appealing against Panel recommendations or Decisions 
made by the Agency Decision Maker. This is outlined in Regulation 27 of the Adoption Agencies 
Regulations, and in the Society’s Policy and Procedure Guide (Section 5.16 Panel recommendations 

and the Society Decision).   
 
The Society positively encourages comments and feedback concerning its services.  The Society has 
a formal Comments, Compliments and Complaints Procedure, which is made available to all service-
users at their first point of contact with the Society.  A simple child-focused form is also available for 
children in placement and after adoption to encourage young people to share any worries or 
concerns they may have. We also have an easier to read leaflet (called Straight Talk) for those who 
would prefer shorter and more straightforward guidance.  

 
If the complainant, the staff member involved and their Manager is unable to resolve the 
dissatisfaction through the informal problem solving stage, then the formal Complaints Procedure 
will be implemented without delay. 
 
  

https://www.sfcs.org.uk/wp-content/uploads/2021/10/Complaint-Talk-Back-book-2020.pdf
https://www.legislation.gov.uk/uksi/2005/389/regulation/27/made
https://www.sfcs.org.uk/wp-content/uploads/2021/10/Complaint-Talk-Back-book-2020.pdf
https://www.sfcs.org.uk/about-us/corporate-documents/
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17.4  Support to make a Complaint 
 
If an individual needs support or assistance to make a complaint or offer feedback they should let us 
know, or ask someone to speak to us on their behalf. 
 
Where a child or young person wishes to make a complaint, the Society will seek to support them 
and provide them with the appropriate information to facilitate the process of their complaint.  If the 
matter cannot be resolved through the Society’s informal or formal Complaints Procedure, a child or 
young person may contact: The Children’s Commissioner, The Voice of the Child in Care or National 
Youth Advocacy Service (see below) 
 
At any stage in the process a complainant may be accompanied by a friend/family member but not a 
legal representative 
 
17.5 Unreasonably persistent complaints and unreasonable complainant behaviour 
 
Our staff aim to engage with all service users in a polite and respectful manner, including when 
dealing with difficult issues and complaints. In return, we expect complainants to treat our staff and 
volunteers politely and with respect.  Most complaints are managed in this manner by both parties 
but there can be occasions when a complainant may pursue their complaint in an unreasonable way. 
This may be by: 

- Using aggressive, threatening or rude language in their communications, or making unfair 
personal comments about our staff 

- Being repeatedly vague in their accusations and unable to substantiate exactly what their 
complaint relates to, or to give examples 

- Making unreasonable or deliberately punitive requests for reparation or resolution 
- Demonstrating unwillingness to work with the Society to respectfully debate the issues and 

collaborate to find a resolution 
This list is not exhaustive but is intended to describe the type of behaviours that will not be accepted 
by the Society. If a complainant is considered to be unreasonably persistent or behaving 
unreasonably the Society reserves the right to close their complaint and cease communication 
through the usual channels. 
 
A Complaint may include several elements, but these should follow due process to be resolved before 
an additional and separate complaint is raised. 
 
17.6 Comments 
 
Individuals can offer comments or feedback on our services via their usual contact at the Society, or 
through their manager. All comments should be acknowledged by the recipient and recorded by the 
manager in the Comments Log for review and learning opportunities 
 
17.7 Compliments 
 
If a service user wishes to make a compliment about a member of staff they can do so either verbally 
or in writing to the person directly, or to their manager. Compliments should be recorded in the 
Compliments Log and passed to the staff member concerned and / or their manager. The agency 
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aims to celebrate good news and would usually recognise compliments in appraisals, team meetings 
and other gatherings. 
 

17.8 Complaints 
 
Stage 1: Problem Solving: 
 
In the majority of cases, we are able to resolve issues quickly and informally. Complainants should 
discuss their concern with the person they are dealing with, explain the outcome they are seeking 
and work with them to find a resolution. That member of staff should then tell their manager or 
supervisor about the complaint and also explain how they have dealt with it.  This helps to make sure 
that the matter has been handled properly.  The manager will keep a written record of the complaint, 
because it is necessary for the Society to take an overview of all concerns and complaints, so that we 
can ensure that we offer the best possible services. 
It may be that the complainant feels unable to discuss the issue directly with the staff member, in 
which case they should speak to their manager directly, who will follow the same process. 
The Society will endeavour to provide a response to any issues raised within 10 working days, and 
will record the complaint and the outcome in the Complaints Log. 
 
Stage 2 Formal Complaint 
 
Where the complainant is not satisfied with the response received, they may ask for their complaint 
to be considered under the formal procedure. Complaints should be directed to the manager of the 
relevant service within 21 days of receiving the response to their informal complaint (see below for 
contacts) and should identify: 
 

- The exact nature of the complaint, including any specific allegations and examples 
- What the complainant would like to happen by way of resolution 

 
The complaint should be formally acknowledged within 5 working days. The Manager will review all 
of the information relating to the complaint and how it was handled, and will provide a response 
within 28 days. This response should clearly indicate for each element of the complaint whether it is 
upheld, partially upheld or not upheld and why. The response should also outline any learning or 
changes that will be made as a result of the complaint. 
 
If the Manager of the service has already been involved in responding at Stage 1, the complaint will 
be dealt with by another manager who has not been involved to date. 
 
 
Stage 3 Complaints: 
 
If the service user is not satisfied that the problem has suitably addressed, they can ask for a further 
investigation and for their complaint to be looked at again. This request should be made to the Chief 
Executive Officer within 28 days of receiving the response to stage 2 unless the complaint is about 
the CEO, in which case your complaint should be addressed to the Chair of the Board of Trustees. The 
request should outline the reasons for remaining dissatisfied and what actions or outcomes the 
complainant is seeking from the procedure. 
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The complaint should be formally acknowledged within 5 working days and will be assigned to a 
member of the management team to investigate. The appointed individual will speak to those people 
who have been involved or who are named in the complaint and will review all previous 
correspondence. They may also ask to speak to the complainant directly. They will address each 
element of the complaint and set out all their findings, conclusions and recommendations in a report 
or letter that will initially be shared with the CEO (if the CEO hasn’t led the enquiry themselves), 
outlining any actions the Society plans to undertake. 
 
A response will be provided by the CEO within 28 working days of the Level 3 complaint being 
received – unless there is a justified reason why this is not possible, in which case the complainant 
should be alerted to any revised time frames as soon as this is known. 
 
Stage 4 Complaints (Final Stage) 
 

• If the complainant is still not satisfied with the outcome they have the right to appeal to the 
Society’s Board of Trustees for the complaint to be reviewed. This request should be submitted 
within 28 days of receiving the CEO’s response at Stage 3 and should be addressed to the CEO 
outlining why the complainant is still not happy with the Society’s response and what outcome 
they are seeking.  

• The CEO will appoint a Panel of at least 2 Trustees to consider all of the information relating to 
the initial complaint, how it was investigated and the outcome. The Panel may wish to speak 
directly with the complainant, or other parties and will report their conclusions and 
recommendations to the CEO within 21 days. 

• The CEO will write to the complainant within 14 days of receiving the Panel’s recommendations 
summarising the Society’s findings and final decision. This concludes the Society’s complaints 
procedure 

 
 
Any changes or action which it is decided should be taken, will be implemented as soon as possible 
after that final decision is reached. 
 
17.9 If the Complainant is still not satisfied, he/she can contact: 
 
OFSTED 
Piccadilly Gate 
Store Street 
Manchester  
M1 2WD 
Tel: 0300 123 1231 
Email: enquiries@ofsted.gov.uk 
www.ofsted.org.uk  
 
Other independent advice can be obtained from other organisations, such as The Citizens’ Advice 
Bureau, which may be able to help; the local MP may also give independent advice. 

 
 

mailto:enquiries@ofsted.gov.uk
http://www.ofsted.org.uk/
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17.10 Support for Young People 

 
The Office of the Children’s Commissioner 
Sanctuary Buildings, 20 Great Smith Street 
London SW1P 3BT 
Tel 0207 783 8330 
Email: info.request@childrenscommissioner.gov.uk. 
https://www.childrenscommissioner.gov.uk/ 
 
The Help at Hand scheme is the Children’s Commissioner’s advice and support service for 
children who are or have been in care or involved with social care services: 
https://www.childrenscommissioner.gov.uk/help-at-hand/ 
 

 
Coram Voice 
https://coramvoice.org.uk/ 
Freephone: 0808 800 5792              

 
        National Youth Advocacy Service 
        Freephone: 0808 808 1001  
        www.nyas.net 
 
 
National Minimum Standards for Adoption 
As an adoption agency, St Francis Children’s Society is committed to meeting the national minimum 
standards set out in the regulatory framework of the Care Standards Act 2000. 
 
The regulations require adoption and adoption support agencies to be managed effectively and 
efficiently, and ensure that children’s needs are met. 
 
Under regulation 25.11, the agency must demonstrate it has a written policy and procedural 
guidelines on considering and responding to representations and complaints in accordance with legal 
requirements and relevant statutory guidance. 
 
 

mailto:info.request@childrenscommissioner.gov.uk
https://www.childrenscommissioner.gov.uk/
https://www.childrenscommissioner.gov.uk/help-at-hand/
https://coramvoice.org.uk/
http://www.nyas.net/

