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London Borough of Sutton

Sutton’s Children & Families Services

Sutton Council aims to build a community in which we can all
take part and take pride and we really value your feedback.

Tell us if you are unhappy with a service so that we can
put things right for you. Also tell us when we do something
well or if you have a suggestion. We want to improve our
service for everybody.

Do you have a complaint about the service
you get or have you been refused a service?

If so, the first thing to do is talk to the person you normally
speak to. Often they can sort out the problem for you.

Not happy with their answer?

If you cannot talk about it to this person or their
manager, you can tell the Complaints Manager. You can
use the form at the back of this leaflet.

Complaints Manager
(Children’s Services)
Civic Offices

St Nicholas Way
Sutton

SM1 1EA

Tel 020 8770 4946
Fax 0208770 4551
Web www.sutton.gov.uk
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This leaflet Sutton’s Children & Families
Services helps you give comments, complaints
or compliments about these services:

Al Adoption & Permanence

> Children with Disabilities

Al Créche & Day Care (under 8’s)

s Community Family Support at Thornton Rd

Al Early Intervention & Prevention Service (EIPS)
Al Emergency Duty Team

A Family Support Care Planning

Al Fostering Team

Al Joint Adolescent Services (JAS)

A Leaving Care (LAT)

A Looked After Children (LAC)

A Quality & Performance (including Child Protection)
A Referral & Assessments (RAS)

A Referral & Assessment St Helier Hospital

A School Family Support Service

A Sutton Family Centre & Therapy Services

A Umbrella Service

Al Youth Offending Team (YOT)

Who can help you?
Al a friend

A a neighbour

Al a relative

A your doctor

N your carer
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A your personal assistant
N a Counsellor, or
N a Member of Parliament

but this person will need your written permission to act for you.

You can also get help from

Citizens Advice Bureau

Tel 020 8405 3552
Web www.suttonadvice.org.uk

Advocacy Partners

Tel 020 8330 6644
Web www.advocacypartners.org

Are you a young person?

If you are under 18, you can get help from Jigsaw4U.
Their staff will help you tell us about your complaint:

Jigsaw4U

40 Mill Green Road
Mitcham

CR4 4HY

Tel 020 8687 1384
Email jigsaw@caredfree.net
Web www.jigsaw4u.org.uk




What can you expect from us?

N We will take your complaint seriously
N We will sort out your complaint quickly and fairly
N We will tell you how long our investigations will take

N We will apologise if we have done something wrong
and tell you how we will put things right

N We will keep all information about you confidential
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What happens next?

Stage 1 Local Resolution

Within 2 working days we will write to tell you we have
your letter and pass it to the right
service area.

Within 10 working days an officer will answer you or tell you
if it will take longer to sort out your
complaint. This officer may also want to
talk to you about your complaint.

Please note that we will usually only look at complaints about
something which happened in the last 12 months.

Stage 2 Investigation

If for any reason you are not happy with the outcome, please write
to us within 20 working days telling us why you are not happy and
what part of your complaint you feel has not been answered.

A senior officer or an independent investigator who has not been
involved in your case before, will look at your complaint. Once the
points to be investigated have been agreed, this person will write a
report within 25 working days or tell you why it will be longer.

The Executive Head of Services will then write to you and send you
a copy of this report.

Stage 3 Panel Review

If you are still not happy, you can tell the Complaints Manager
(contact details on page 1) within 20 working days and ask for a
panel review of your complaint.

The panel will be made up of independent people who are not
employed by the London Borough of Sutton. We will give you
10 working days’ notice of the date of this review. You can
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choose to come to the review and you can bring a friend or other
representative to help you. You may prefer not to attend but give
the panel all the information in writing.

Once the panel has completed the review, it will tell you and the
Strategic Director within 5 working days of their decision and any
recommendations. The Strategic Director will let you know, within
15 working days, if the panel’s recommendations will be carried
out.

What if you are still not happy?

You can at any time ask the Local Government Ombudsman to
help. The Local Government Ombudsman is a free, independent
national service that investigates complaints against councils.

The address and telephone numbers are:

Local Government Ombudsman
PO Box 4771

Coventry

CV4 OEH

Tel 0845 602 1983 (Mon-Fri 8.30am to 5pm)
Email advice@Igo.org.uk

Web  www.lgo.org.uk
Text  You can also text ‘Call back’ to 0762 480 4323

The ombudsman has a leaflet called Complained to the Council?
Still not satisfied? You can get a copy by writing to the address
above or telephoning them. You can also download it from the
ombudsman’s website.

If you have an question about the Local Government Ombudsman’s
service you can telephone their Adviceline on 0845 602 1983.




. Comments, complaints and compliments form

Please use CAPITAL letters. When you have filled out the
. form, please post it to the address on page 1 or hand it in
. to Civic Offices.

| would like to make a:

?Comment [] Complaint [] Compliment []

. Title (Mr/Mrs/Ms/other)

. First name

© Last name

© House Number

Street

Town Post Code

Telephone Number

- Do you have an email? If so, please write the address here

If you are not the person receiving the service you will
. need their written permission to act for them.

Page 1 SC&FS Form



If you are making a complaint, we want to deal with it quickly.
Please give us as many details as you can, such as:

What do you think went wrong?

When did the problem start?

How has it affected you?

What would you like us to do to put it right? Or tell us your comment
or compliment.

Help us to help you by giving us dates, the names of staff or a copy of
the letters you have to support your concern.

Page 2 SC&FS Form



If you would like this document in another language or format
please tick the box and fill in your name and address below.
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Many publications can be
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Name: Please return the form to:
Address: London Borough of Sutton
Civic Offices
Postcode: St Nicholas Way
Telephone No: SUTTON SM1 1EA

Publication Titte: - Sutton’s Children & Family Services
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