
CHILDREN’S COMPLAINTS QUICK GUIDE 

 
 

10 things you need to know about complaints 
 

1. Let the Customer First Officer or the Assistant Customer First Officer know 
you have received a complaint. 

 
2. Acknowledge the complaint within 3 working days.  Send a copy to the 

Customer First Officer or Assistant Customer First Officer. 
 

3. Initially the complaint should be dealt with by the Service Manager. 
 

4. It is good practice to contact the complainant by telephone to discuss their 
concerns and where necessary invite them in for a meeting.   

 
5. Try to ascertain what the complainant would like as an outcome. 

 
6. You should provide a written response to the complainant within 10 working 

days.  Please send a copy of the response letter to the Customer First Officer 
or the Assistant Customer First Officer.  The letter should end with “if you are 
unhappy with this response please contact Tim Whittle, Assistant 
Customer First Officer on 0161 778 0143 within 20 working days”. 

 
7. Make sure all the concerns raised are responded to within the letter of 

response. 
 
8. If the complaint is complex you may request another 10 working days to 

respond.  Please contact the Assistant Customer First Officer for further 
advice if you require an extension.  If the complainant does not receive a 
written response within 20 working days they can request a move to Stage 2 
of the complaint procedure. 

 
9. Stage 2 is usually triggered if things are not resolved, if there is an agreement 

to investigate, or if the complainant requests it.  Usually independent people 
are appointed by the Customer First Officer to investigate the complaint.   

 
10. If the complainant is unhappy with the Stage 2 response they can request a 

review panel hearing made up of three independent people 

 
 
 
 
For further advice and guidance with regard to the above information please 
contact Diana Dawson Customer First Officer on 0161 778 0480 or Tim Whittle 
Assistant Customer First Officer on 0161 778 0143. 

 


