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Terminology   
  
Our a im is  to use  cons is tent te rminology throughout this  policy and a ll supporting 
documenta tion as  follows:  

  

‘Es tablis hme nt’ or 
‘Loca tion  

 
Individua l  

 
 
 

Service  Head  
 
 
 

Key Worker  
 

Parent  
 
 

Regula tory Authority  
 
 
 

Socia l Worker  
 
 
 

P la cing Authority  
 
 

Loca l Authority  
 
 

Staff  
 
 

Company   
 
  

  

This  is  a  generic te rm which means  the  
home/school/college  owned by CareTech.  

 

Means  any child or young person under the  age  of 18 or 
young adult be tween the  ages  of 18 and 25.    

 

This  is  the  senior person with overa ll respons ibility for the  
school/college/home.* dual regis tered locations  need to 
include  Se rvice  Head and Regis tered Manager if they are  
not the  same person.  

 

Members  of s taff tha t have  specia l res pons ibility for 
Individuals  res iding a t or a ttending the  Es tablishment.  

 

means  parent or pers on with Parenta l Respons ibility  
Regula tory Authority is  the  generic te rm used in this  policy 
to describe  the  independent regula tory body respons ible  for 
inspecting and regula ting services . E.g Ofs ted, DfE, CIW, 
CIS , ESTYN, HMIE e tc)   

 

This  means  the  worker a llocated to the  individual. If there  is  
no a llocated worker, the  Duty Socia l Worker or Team 
Manager is  respons ible .  

 

Placing Authority means  the  loca l authority/agency 
respons ible  for placing the  child or commiss ioning the  
service    

 

This  means  the  local authority for the  location.   
All s taff working a t the  Location including employed s taff, 
s tudents  on placement, contractors , agency s taff, 
volunteers  and proprie tors .  

 

Any service  owned by CareTech  
  

 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 



  
 
 
1.  Lega l Context   

 
This  policy is  a ligned with the  following legis la tion and guidance:  

 
England  

 
 Children’s  Homes  (England) Regula tions  2015 and Quality S tandards  
 CQC Regula tion 16 – receiving and acting on complaints  for regula ted  

activities   
 Children Act 1989 & 2004 
 Education Act 2002  
 Education and Inspections  Act 2006 
 Independent School S tandards  2014 
 Care  Act 2014  

  
 
Wales   

 
 Socia l Services  Complaints  Procedure  (Wa les) Regula tions  2005 
 Representa tions  Procedure  (Wale s) Regula tions  2014  
 Children Act 1989 & 2004 
 Education Act 2002  
 Socia l Services  and Well-be ing (Wales) Act 2014 
 Education and Inspections  Act 2006  

  
 
Scotland  

 
 SPSO Compla ints  Handling Principles , Process  and Procedure  Guidance  

2025  
 Scottish Public Services  Ombudsman Act 2002  
 Care  Inspectora te  Complaints  Handling Procedure  2014 (amended 2020) 
 Children (Scotland) Act 1995  
 Health and Socia l Care  S tandards  2017 (updated 2022) 
 Education (Scotland) Act 1980 & 2016  

  
 
2.  Purpos e   

 
Everyone has  the  right to speak up when something does  not fee l right. This  policy 
expla ins  how children, young people , and adults  who rece ive  our services—as  well 
as  families , socia l workers  and other involved profess ionals , advocates , or 
members  of the  public—can te ll us  when they are  unhappy or worried about 
something.  

 
 
 
 
 
 
 

 



  
 
 
It se ts  out the  different ways  you can make a  complaint, how we will lis ten and 
respond, and what you can expect from us  a t every s tage . Our a im is  to make sure 
tha t ra is ing a  concern fee ls  safe , s imple , and respectful, and tha t everyone 
involved unders tands  the  process  clea rly.  

 
3.  Our Commitment  

 
We believe  everyone deserves  to fee l safe , respected, and lis tened to. When you 
share  a  concern, we will do the  following:  

 
 Lis ten carefully and without judgment. 
 Thank you for speaking up.  
 Make sure  you are  safe .  
 Take  your views  serious ly.  
 Act fa irly, quickly, and keep you informed.  

 
Our approach is trauma‑informed. This  means  we unders tand tha t pas t 
experiences  may affect how you fee l when ra is ing a  concern. We will he lp you fee l 
safe  and in control.  

 
4.  Who Can Compla in?   

 
Anyone who is  connected to our service  can make a  complaint, including:  

 
 Children/young people /adults  rece iving services  from us  
 Parents , carers , family members  and important others   
 Socia l workers  and loca l authoritie s .  
 Advocates  or any trus ted adult. 
 Members  of the  public.  
 Other profess ionals .  

  
 
5.  Who this  policy is  not for  

 
This  Complaints  P olicy is  for children/young people /adults  we provide  s ervices  to, 
the ir families /carers /wider ne twork, placing authorities , external profess iona ls  and 
members  of the  public.  

 
Staff mus t not use  this  policy for the ir own concerns . Employment-re la ted concerns  
mus t be  ra ised through the  organisa tion’s  Grievance  Procedure  or Whis tleblowing 
policy.   

 
 
 
 
 
 
 
 
 

 



  
 
 
Concerns  about unsafe  practice , risk, ha rm and any concerns  about the  immedia te  
safe ty of a  child or young person mus t follow the  Safeguarding and Child 
Protection Procedure .  

 
6.  What You Can Compla in About  

 
You can complain about anything tha t fee ls :  

 
 Unfa ir. 
 Unkind. 
 Unsafe .  
 Confus ing.  
 Not working we ll—This  might include  how you were s poken to, a  decis ion 

made about you or s omebody important to you, something tha t happened, 
or something tha t worries  you.  

 
7.  How to Make a  Compla int  

 
You can choose  the  way tha t fee ls  safes t and mos t comfortable , such as :  

 
 Speaking to a  s taff member you trus t. 
 Talking to your socia l worker.  
 Asking an advocate  for he lp.  
 Texting, emailing, or writing a  note .  
 Asking someone e lse  to speak for you.  

  
You do not need to us e  forma l language. Jus t te ll us  in your own words .  
  
8.  What Happens  Next?   
  
When you make a  complaint, we will:  

 
 Make sure  you are  safe . 
 Lis ten to your concern.  
 Ask what outcome you hope for. 
 Expla in what will happen.  
 Keep you updated regularly.  

  
We will a lways  check how you would like  to be  communicated with—written, 
spoken, or another access ible  format.  

 
  

 
  

 
 
 
 
 
 
 

 



  
 
 
9.  Stages  of the  Compla ints  Proces s  

 
Stage 1 – Early Resolution  

 
We try to resolve  concerns  quickly—usually within 5 working days .  

 
Stage 2 – Forma l Compla int  

 
If the  complaint ha s  not been resolved a t S tage  1, a  manager who was  not involved 
will inves tiga te  and may speak to you, s taff, and others . The y will respond within 
20 working days. Where it is necessary to take longer to ensure a thorough and 
fair investigation, the Investigating Manager will write to you to explain the reason 
for the delay and provide an updated expected timescale.  

 

Stage 3 – Independent Review  
 
If you feel unhappy about how the complaint has been dealt with, an independent 
person or panel will review what happened. They will look at everything fairly and 
share their findings.  

 
10.  Advocacy and Support  

 
We want you to feel confident and supported when you raise a concern. You never 
have to do it alone and can always have an advocate, a trusted adult, or someone 
you choose to speak with you or on your behalf.   

 
An advocate is independent — they are there to help you express your wishes, 
understand your rights, and feel safe throughout the process. Their role is not to 
take sides, but to make sure your voice is heard clearly and respectfully, especially 
if the situation feels worrying, overwhelming, or emotional.  

 
If you would like advocacy support, we will help you get it. For children and young 
people, this includes providing information about local and national advocacy 
services and supporting you to make contact. For adults, we will ensure the 
process is accessible and that you can involve a representative of your choice.  

 
Our staff understand that raising a complaint can feel stressful, personal, or even 
intimidating, particularly if you have had difficult experiences before. We will always 
check what support you need and make sure you feel safe and listened to 
throughout the process.  

 
  

 
  

 
 
 
 
 
 

 



  
 
 
11.  Rights  and Standards   

 
Your rights  are  a t the  heart of this  complaints  process .  Across  England, Wales , 
and Scotland, the  laws and national s tandards  tha t shape  our work are  des igned 
to make sure  you are  trea ted fa irly, with dignity, and tha t your views  influence  the  
decis ions  tha t a ffect you. Thes e  laws  and s tandards  recognise  your right to speak 
up, your right to be  involved, and your right to expect a  safe  and high-quality 
service .  

 
This  means :  

 
 We will put your wis hes , fee lings , and experiences  a t the  centre  of every 

decis ion.  
 We will trea t you with respect and ensure  the  process  is  access ible  and 

inclus ive .  
 We will take  a  trauma-informed approach, recognis ing tha t pas t 

experiences  can influence  how you fee l when ra is ing a  concern.  
 We will uphold safeguarding duties , equa lity s tandards , and regula tory 

requirements  from all na tions  in which we opera te .  
 
Our role  is  to make sure  you fee l safe  speaking up — and tha t your complaint is  
handled with care , transparency, and profess iona lism.  

 
12.  Learning From Compla ints   

 
Compla ints  are  not trea ted as  problems — they are  va lued opportunities  for us  to 
learn, reflect, and improve what we do. Every concern ra ised helps  us  unders tand 
more  about the  experiences  of the  children, young people , adults , and 
profess ionals  who use  our s ervice .  

 
When someone ra ises a  complaint, we do more  than res olve  the  individual is sue . 
We a lso:  

 
 Look for pa tterns  or themes , such as  communication, decis ion-making, or 

cons is tency of practice .  
 Identify where  things  could be  better, clearer, or s afer.  
 Share  learning with our le aders hip team and, where  necess ary, with 

regula tors .  
 Use  complaints  to guide  our tra ining, our planning, and our quality 

improvement work.  
 
 
 
 
 
 
 
 
 

 



  
 
 
We want you to fee l confident tha t your voice  doesn’t jus t lead to a  respons e  — it 
leads  to rea l and meaningful change tha t makes  the  service  better for you and for 
others .  

 
13.  Keeping You Informed  

 
You deserve  to know wha t is  happening with your complaint a t every s tage . We 
will make s ure  the  process  is  transparent and easy to unders tand, and we will keep 
you updated in a  way tha t works  bes t for you — whether tha t is  by ta lking, writing, 
email, or another method you prefer.  

 
When we share  the  outcome of your complaint, we will expla in:  

 
 What we looked a t 
 What we found  
 What decis ions  were  made and why 
 What will happen next  

 
If your compla int is  not uphe ld or only partly upheld, we will expla in this  openly, 
without ja rgon, and with res pect for your fee lings  and experiences . We will a lso te ll 
you what your options  are  if you would like  the  decis ion to be  reviewed or 
escala ted.  

 
Our goal is  to ensure  you are  never le ft wondering what is  happening and tha t you 
a lways  fee l informed, respected, and in control.  

 
14.  Acce s s ibility  

 
We want everyone to be  able  to unders tand this  policy and use  the  compla ints  
process  comfortably and confidently. That means  making the  policy access ible , 
inclus ive , and adapted to different needs .  

 
We can provide  the  policy and any information about your compla int in:  

 
 Easy Read  
 Symbols  or visual s upports  
 Large  print  
 Different languages  
 Alternative  formats  based on individual needs   

 
If you have  communication needs , learning needs , sensory needs , or prefer 
information in a  particular s tyle , we will make sure  you rece ive  s upport tha t suits   

 
 
 
 
 
 
 

 



  
 
 
you. This  includes expla ining things  s tep-by-s tep, giving written or spoken 
summaries , or offering additiona l time and support during discuss ions .  

 
Access ibility is  not an add-on — it is  a  fundamenta l part of your rights . We will 
a lways  work with you to make sure  the  process  is  clear, comfortable , and 
respectful.  

 
15. Unreas onable  Compla ints   

 
Most complaints  are  hones t and va lid. However, a  compla int may become 
unreasonable  when someone:  

 
 Repeats  the  same issue  after a  full inves tiga tion.  
 Uses  abus ive , threa tening, or aggress ive  language.  
 Makes  excess ive  demands  or refuses  reasonable  boundaries . 
 Will not accept a  clear explanation or outcome.  

 
When behaviour becomes  unreasonable , we may:  

 
 Se t boundaries  around communica tion. 
 Limit contact to one  method (e .g., email).  
 Pause  or clos e  a  compla int if beha viour prevents  progress .  

 
We will a lways  expla in this  and continue  supporting any child/young pe rson/adult 
involved.  

 
16.  As socia ted Documents    

 
Compla ints  SOP   

 
Managing Parenta l and School Complaints  Policy   

 
Equa lity Impact Statement  

 

This  policy has  been deve loped to promote  equa lity, safeguard individua l’s  rights , 
and ens ure  fa ir and inclus ive  practice  across  a ll services . The potentia l impact of 
the  policy on children, young people , young adults , families , and s taff with 
protected characteris tics  has  been cons idered in line  with the  Equa lity Act 2010.  

 
No negative  impacts  have  been identified. S taff mus t apply this  policy with 
sens itivity to individua l need and make reas onable  adjus tments  to ensure  
equitable  access , s afe ty, wellbe ing, and participa tion for every individual. Any 
emerging risks  of differentia l impact should be  reported and address ed through 
ongoing review and qua lity ass urance .  

 
 
 
 
 
 

  


