
Comments, Compliments and 
Complaints, about Services 
for Children, Young People 
and Families 

 
 

We want to hear 
from you about  

 our services 



This leaflet is for you if: 

• you are looked after by Harrow Council 

• you are receiving services from the Council because you are a 
child or young person in need 

• you are leaving care; or 

• you are the parent, guardian or carer of a young person as 
named above 

 

 
You can tell us if you have something to say about our services 

or if you want to make a complaint. 
 
 
Is there someone you can trust? 

A relative, teacher, social worker, or an advocate? 

Try talking to them about your problem. 

Talking to someone you can trust often helps. 
 
 
What do advocates do? They can: 

 

• speak up for you & support you 
• help to make sure that your views are heard 
• help you make a complaint 
• give you free and confidential advice 

 
 
If you would like advocacy support, please contact the: 

Complaints Team or Coram Voice Advocacy. Their details are 
listed under Helpful Contacts below. 



Making a complaint  

You can do this by yourself or someone you trust can contact us on 
your behalf. Please make it clear you are making a complaint. 

You can contact the Complaints Team in the following ways: 

Give your feedback or make a complaint, by using our online form:  Go 
to www.harrow.gov.uk  

By Post: Harrow Council Hub, Forward Drive, Harrow, HA3 8NT  

By Email: complaints.adultsandchildrens@harrow.gov.uk   

Request a call back from the complaints team by contacting Access 
Harrow: Tel: 020 8901 2680 

 

Often, issues can be resolved quickly by speaking to a member of staff, 
but it is always your right to make a complaint at any point. 

 

Time Limit 

We may decide that your complaint cannot be investigated if it is over 12 
months old, but we will always consider each complaint carefully, before we 
make a decision. 



 

There are three stages to the complaint procedure: 
 
 
Stage 1 (Local Resolution) If your complaint is simple, you should 

receive a letter about your complaint from a manager within 10 

working days. If your complaint is complicated, the Council will aim 

to answer within 20 working days, but it may take longer, for 

example, if you need an advocate. 
 
 
Mediation: We will sometimes offer a meeting with a manager and a 

member of the Complaints Team. A face to face meeting is often 

helpful to resolve a matter. You don’t have to go to one of these but 

talking directly to the people concerned can often sort out the problem. 

You can still have your complaint considered at stage 2 of the 

complaints process, after this meeting if you want to. 
 
 
Stage 2 (Investigation) If you are unhappy with the response at stage 

1, you can ask for a further investigation (by someone independent) 

by contacting the Complaints Team. The Council will then aim to write 

to you within 25 working days and 65 working days, depending on how 

complex it is. 
 
 
Stage 3 (Review Panel) If you are still unhappy after Stage 2, you 

can ask for a Review Panel of 3 people who do not work for the 

Council to look at your complaint. This Panel will not investigate but 

will review the stage 2 investigation and findings.   If you decide to 

progress your complaint to stage 3, you must inform the Complaints 

Team within 20 working days of receiving the stage 2 response. 



 

What if I’m still unhappy after a Review Panel?  

You can ask the Local Government & Social Care Ombudsman to look 

at your complaint. This is a free and independent service. You can 

contact:  

Local Government & Social Care Ombudsman: 

PO Box 4771, Coventry, CV4 0EH 

Tel: 0300 061 0614 (Advice line 8.30am – 5.30pm) 

Web: www.lgo.org.uk   Email: advice@lgo.org.uk 
 

 

What does the Complaints Team do? 

The Complaints Team makes sure that your complaint is looked into 

properly and fairly. We will sometimes telephone you when we receive 

your complaint to talk it through with you and make sure we know 

what it is you want to happen. We will always try to sort out any 

problems with the team who look after your care. 
 
 

If you make a complaint, we will: 

• listen to you and take you seriously 

• try to put things right for you if something has gone wrong. 
 
 
 
It is your right to make a complaint and you should not be treated 
differently if you do. If you feel that you have been treated unfairly as 
a result of making a complaint, please speak to the Complaints 
Team. 

We aim to learn from our mistakes to improve 
our services. 



Helpful contacts:  
 
Coram Voice Advocacy 
Web: www.coramvoice.org.uk 
Email: info@coramvoice.org.uk 
Tel: 0808 800 5792 
   
Harrow Family Information Service   
Email: fis@harrow.gov.uk 
Tel: 020 89012690 (option 2) 
 
HeadsUp 
Email: headsup@mindinharrow.org.uk 
Tel: 0208 5157853 
 
Harrow Citizens Advice Bureau 
Web: www.citizensadviceharrow.org.uk 
Tel: 08082505705   
 
Childline 
Web: www.childline.org.uk 
Tel: 0800 1111 
 
Children’s Commissioner 
Web: www.childrenscommissioner.gov.uk   
Tel: 0800 528 0731  
 
Local Government & Social Care Ombudsman 
Web: www.lgo.org.uk 
Tel: 0300 061 0614 



✃
 

Comments, Compliments and Complaints 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Please tell us what you would like to happen to resolve your complaint 

 

 
 
 
 
 
 
 
 

If you need more space to write, please continue on a separate page. 
 

 

If you would like a reply, please tick this box 

and add your name & address: 
 
 
 
 
 
 
 
 
Tel No: Date: 

 

When completed please forward to: Complaints Team, Harrow Council Hub, 
Forward Drive, Harrow, HA3 8NT. Please supply any supporting evidence.  



Please call the number below for a large print version 
of this document, or a summary of this document in 
your language. 

Please contact the complaints team for a large print version of this document, 
or a summary of this document in your language. This leaflet can be provided in 
a different format to assist you. For example, a summary of this document can 
be provided in your language, in print, braille etc. 

 

Albanian      

Arabic      

Bengali    

Chinese     

Farsi     
 

Gujarati 
 
 

Hindi 
 

 
 

Punjabi 
 
 

Somali 
 

 
 

Tamil 
 
 

Urdu 
 

 
 

 


