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INTRODUCTION:

Diversity Foster Care values and welcomes all feedback.  Where a complaint is made we aim to resolve it as quickly and efficiently as possible.

The Diversity Foster Care Complaints and Right To Representation Procedure is guided by the following regulations and standards;
· The Fostering Services (England) Regulations 2011

· Regulation 18 - Independent fostering agencies – representations and complaints
· Fostering Services: National Minimum Standards
STANDARD 1 - The child's wishes and feelings and the views of those significant to them
Diversity Foster Care also has a separate policy for management of allegations and complaints against foster carers.

Diversity Foster Care has a complaints procedure with the purpose that:-
· People feel listened to
· The agency can learn and improve from people’s concern or complaint
· Complaints are recorded and monitored
· People involved in the complaint feel supported
· Confidentiality will be respected during the process
· The complaint is addressed fairly
· A resolution and solution can be found

Anyone making a complaint is also able to withdraw their complaint at any stage.

1. What Can Be Complained About? 
· The quality of service;
· The delivery or non-delivery of a service;
· The way in which the agency carries out its policies and practices;
· Local Authority including a child’s social worker
· Foster Placement
Children and young people will be encouraged to take up issues in the most appropriate way and they will be supported to do this. If it is possible to identify a way forward with a complaint which is informal and therefore easily resolved, this will be the chosen method.
It is the responsibility of foster carers and staff to help children and young people in their care, to deal with their complaints sympathetically and actively, whether the complaint is about the agency or the placing authority.

If a child or foster carer is unhappy about a change in a child’s Care Plan or their Placement Plan, this should be brought to the attention of their local authority allocated social worker, who may be able to resolve the matter. If this isn't the case, the child's Independent Reviewing Officer may be contacted. It is the role of the Independent Reviewing Officer (IRO) to make sure that looked after children are aware of the local authority's Complaints Procedure, which must comply with the Children Act 1989 and associated regulations.  Independent Reviewing Officers should also assist the child to access independent support and advice to enable them to use this procedure if they wish to do so.

Current and prospective foster carers, are able to make a complaint about any aspect of the service which affects them directly. Prospective carers going through a 2-stage assessment process, and those in stage 1 can complain about the process, but not about the outcome, using this procedure. 
Prospective carers in stage 2 can also complain to the agency managers and can additionally appeal to the Agency Decision Maker (ADM) or the Independent Review Mechanism (IRM) if the Fostering Panel has considered a brief report or full assessment, and the carer is not happy about the ADM’s decision and wants to complain about it.

All serious complaints will be notified to the Regulatory Authority.
2. Can I get Help to Complain? 
Sometimes children and young people and adults need help and support to make a complaint. 
Children may have support from their parent/s, social worker, Independent Visitor, advocate or foster carer/s. As indicated above, a child/young person, who wishes to make a complaint about any aspects of his or her care , should receive assistance to access independent advice and support from their, social workers or Independent Reviewing Officer.
Foster carers, staff and others making a complaint may enlist the help of a supporter or advocate or their Supervising Social Worker, as appropriate, to make a complaint about the Agency under this procedure, or where appropriate, about the placing authority under the relevant local authority's Complaints Procedure.






3. The Complaint Stages 
INFORMAL STAGE:
Diversity Foster Care is committed to resolving conflicts and concerns at an early. Any issues should be firstly addressed with the relevant parties before making a formal complaint. 
Should the matter not be resolved informally complainants can access , Stage One - wherever possible. However, in the interests of transparency and a commitment to individual interests/rights, individuals are able to complain at Stage Two in the first instance if they wish to do so. 
The agency will ensure that the complainant (person making the complaint) is kept up to date regarding the progress of their complaint. In the event that they are not satisfied, at any stage, they may and have the right to, make a complaint to the Regulatory Authority. 
STAGE ONE: 
Stage One consists of the person making the complaint providing the agency Directors with details about the nature of the complaint. A child/young person making a complaint has a right to have an advocate to help them explain why they are dissatisfied. 
The Director will investigate the complaint, inform you of the outcome and offer a solution to the complaint.  You may be offered a meeting to also discuss your complaint further. If the complaint is about the Director, you should proceed straight to Stage Two. 
The Directors will acknowledge the complaint in writing within two working days and l aim to resolve the complaint within a further 10 working days from receipt of the complaint. If there is likely to be a delay, the Director will inform the person making the complaint of the reason for this and provide an alternative for the outcome of the complaint date in writing.   If an advocate is working with a young person or where the case is complicated the agency can have up to 20 days to reach a solution. A letter of resolution or outcome will be issued in response to informal complaints by the appointed Director, including details of how the matter was investigated, by whom and with the relevant facts to support the outcome.
Although the agency cannot guarantee to meet the expectations of all who make a complaint, it is helpful for the agency to receive clarity regarding the outcome that the complaint is seeking so that they can respond appropriately to the complaint. 

STAGE TWO:
This stage will be activated if the person making the complaint is not completely satisfied with the outcome of Stage One, or if at the outset, they require that the matter be dealt with by someone other than an employee of the agency. 
If they have not already done so, the person making the complaint will be advised to send their complaint in writing to the allocated Director (where the complaint is about the Director, the Independent Complaints Officer. The Director will then contact the person making the complaint within 10 working days to advise that he/she has instructed an Independent Complaints Investigating Officer, in relation to the complaint and will advise them of; his/her name, and the expected time frame for the investigation. The Investigating Officer will aim to investigate the complaint within 20 working days, however, if they need longer they will explain the reasons for this and provide an alternative date. They will meet with the complainant, to discuss and agreed the exact reasons for the complaint and what the complainant would like to happen to resolve the problem.
Following the investigation, The Investigating Officer will write a report which will detail; how the matter was investigated, by whom and what outcome was reached with the relevant evidence to support the report's conclusions. The agency will then have 25 working days to give the person making the complaint a copy of this report with a letter stating what it intends to do as a result of the recommendations made in the report. In complex situations this timescale can be extended, however, in these circumstances the person making the complaint will be informed in writing with the reasons for this.
STAGE THREE: 
This is the final stage of the complaints process. If the person making the complaint is dissatisfied with the outcome of the Stage Two investigation, they must confirm this in writing, including reasons for their dissatisfaction, to the responsible Director, who will undertake to arrange for the complaint to be reviewed by a Panel which will made up of at least two independent people who will try to resolve the issue within 28 days.
The panel may include:
· An independent fostering panel member;
· A Directors of the agency;
· A manager or staff member of the Agency;
· An independent individual of such background and experience as required;
· A chairperson if none of the above can fulfil that role.
In any event no person implicated in a complaint, or a relative or close association of theirs, may sit on the panel or be involved in any investigation, and the panel will be constituted in such a way to afford true independent appraisal of the complaint.
The panel will consider the documentation available in relation to the complaint and any further written representations that the complainant wishes to make in relation to the investigation. The panel will reach a decision within 24 hours of meeting and the person making the complaint will be advised of the outcome in report form to include any actions in order to resolve the situation within 20 working days from the date of the panel.
People making a complaint will also be advised of their right to make representations to the Local Government Ombudsman if they are still not satisfied.

4: Complaints against Fostering Panel Members
If a complaint arises about a fostering panel member or the fostering panel, this will be managed using the above procedure. However, an independent investigator will be deployed to investigate should it reach stage two. Furthermore, should the complaint reach stage three, fostering panel members will not be represented as part of the independent panel.    

The Directors details are as follows;
•	Rosa Simpson, Director/Registered Manager 
           Email address: rosa@diversityfostercare.co.uk
           and                
•	Rosemarie Ross, Director/Responsible Person
           Email address: rosemarie@diversityfostercare.co.uk
· Independent Complaints Officers- Jackie Lawrence & Dawn Greenidge 

Any complaints that are made that are of a safeguarding or child protection nature will follow the appropriate safeguarding and child protection legislative framework and the policies and procedures of the agency.
Diversity Foster Care is a social care provider and if a person making a complaint is dissatisfied they still have a right to follow the procedures of the regulatory body/authority Ofsted and make a complaint following their processes.

5: Compliments:
Compliments received from foster carers, children, local authority staff and related partners should be forwarded to the relevant, member of staff, carer and/or child and copied to the responsible manager of the service. A manager will then record and acknowledge the compliment within 5 working days.


6.   Other Important Contacts
       Children's Commissioner for England
· The Office of the Children's Commissioner
Sanctuary Buildings 
20 Great Smith Street 
London 
SW1P 3BT
          Tel: 020 7783 8330
          Email: inforequest@childrenscommissioner.gov.uk.

· Ofsted
          Piccadilly Gate
          Store Street
          Manchester
          M1 2WD
          Tel: 0300 123 1231
· Foster Talk
Oak Tree House, 
Waterside, 
Hanbury Road, 
Stoke Prior, Bromsgrove, 
Worcestershire, B60 4FD
Telephone:    01527 836910
Web: www.fostertalk.org
(this agency will provide advice and support to Diversity Foster Care, approved carers only)  

7:    Contacts for Children:
Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD
Tele: 0300 123 1231
Textphone:01616188524


Coram Voice 
Unit 4
Pride Court
80-82 White Lion Street
N1 9PF
Tel: 020 7833 5792
Free call: 0808 8005792
Set up to empower children, young people and carers to improve the quality of life for children in care by providing information, support and services. Provides an independent persons and advocacy service for children and young people who are looked after.


Young People’s helpline
Helpline 0151 342 7852
(Weekdays 9-5)
0800 61 61 61 (3.30pm-9.30pm
Weekdays; 2pm-8pm weekends)

Children’s Rights Director
England
Free call 0800 528 0731

Children’s Rights Team
Free call 0800 528 0731
Website www.rights4me.org.uk
Government organisation, website designed for children and young people.

· Child Line; 0800111

· The Children’s Legal Centre:
           Telephone: 01206 873820
           Website:  www.childrenslegalcentre.com 

· NSPCC – Child Protection Help Line:
           08088005000 (free) open 24 hours a day
08000560566 (free) for children who are deaf without speech and hard of hearing.
Email: help@nspcc.or.uk
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