If you are not happy with something Middlesbrough Council’s Children’s Services have
done or the way you have been treated you can complain about it by calling our
complaints team on 01642 729707. If you want someone to make the complaint on your
behalf you can ask your carer, social worker or anyone else you trust.
We will do our best to make things right for you and fix anything that you are not happy
with.

Stage 1

Stage 2



Complaint viewed and accepted normally
within 3 working days.



Complaint viewed and accepted within 3
working days.



The line manager who is in charge of the
service you are complaining about will try
to sort out the complaint.



The people involved will be an
Independent Investigating Officer (IIO),
an Independent Person (IO) and an
Adjudication Officer (AO).



They will reply to you normally within 10
working days



You will get a reply within 25 working
days (could be 65 working days if the
complaint is complicated).

If you are not happy with Stage 1 response
the complaint can be brought to Stage 2

If you are not happy with Stage 2 response
the complaint can be brought to Stage 3
What is the Local Government Ombudsman?
This is someone completely separate from Middlesbrough Council who deals with complaints when people have reached Stage 3 of
the complaints procedure and are still not happy with the way the council have dealt with it. They will deal with it fairly and will not
take sides. In exceptional circumstances we may refer you to the Ombudsman early, this will be explained to you if appropriate

Stage 3


Acknowledged within 2 working days.



The panel will be made up of people who
are not part of the team you are
complaining about who will hear your
complaint.



The panel will give you a report within 5
working days to you telling you the panel’s
decisions.



The Council will write to you within 15
working days of receiving the panel's
decisions.

If the complaint has went through all stages
and you are still not happy you can approach
the Local Government Ombudsman

If the children’s services complaints procedure is not appropriate you
may need to refer to the corporate complaints procedure.

If you feel like you need extra support in any meetings, you can apply for an Advocate.
What is an Advocate?
An advocate:

 offers support for young people and children for meetings like LAC Reviews.
 makes sure your views and wishes are heard.

Stage 1
At stage 1 your complaint will be dealt with by the line manager responsible for the
service that you're complaining about. We will try to find a way of putting things
right as soon as possible.
We will complete stage 1 within 10 working days wherever possible.

 can sit with you in meetings for support or speak on your behalf if you don’t wish to
attend.
An advocate can help when you are:














Not being listened to
In need of some advice
In need of help to talk to Social Services
Aren’t being treated fairly
Being told you have to move
Having difficulties about school
Not having the contact with your family that you want
Homeless
A vulnerable adult who is disabled
A carer
Experiencing the separation or divorce of your parents
Not feeling safe

NYAS is not linked with Middlesbrough council. They have no say in the outcome of
meetings, they are simply there to provide support.

Stage 2
If you're not happy with our response at stage 1 and want to take the matter further
then you must let us know within 20 working days of us completing stage 1.
A senior council officer who does not work for the service you're complaining about
will investigate the complaint. We aim for this to happen within a maximum of 25
working days, although this may be extended to 65 working days if the case is
complicated.
We'll tell you who is leading the investigation, how to contact them and when the
investigation will be completed. At the end of the investigation we'll write and tell
you what we've decided about your complaint, and why.

In some instances the council might refuse to undertake a stage 2 investigation, for
example where it has already admitted that something was done wrong and offered a
reasonable resolution. In these cases you would still have the right to complain to the Local
Government Ombudsman.

