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1. Introduction

This good practice guide has been produced to support services and agencies when they
come to developing leaflets. The guide has children and young people in particular in mind, but
the principles could be applied to a more generic leaflet for adults or families.

The guide includes:

- advice on the format, style, content and accessibility of a leaflet;
- a checklist to use whilst developing a leaflet;

- examples of good practice;

- annexes providing guidance on specific topics / issues

Please note that the principles in this guide could also be applied to posters, web pages, or
other information developed for children, young people and families.

2. Developing a Leaflet

This section includes things to consider whilst developing a leaflet. A checklist summarising
these things can be found on page 6.

a) General Advice
Ask the following questions before you begin to develop your leaflet:

- What is the target audience of the leaflet?

- How can service-users be involved in developing the leaflet?

- What is the purpose of the leaflet? What level of information is needed?

- What feedback has been received - positive and negative — on the existing leaflet? (if
you have one)

- What are the strong and weak points of the existing leaflet? (if you have one)

- What are the potential barriers for service-users to take part in what your leaflet is
advertising or responding to the information provided? How can these be overcome or
avoided in the development of the new leaflet?

In general, involvement of service-users is good practice as it will ensure that the leaflet is at
the right level in terms of information, format and style (see page 5 for more on this).

Taking a positive approach is an important principle as the leaflet will come across more
inviting.

For example, the title “We want to hear from you!” on a complaints leaflet, is more likely to
attract a response from service-users.



b) Format

It is suggested that a leaflet specifically designed for children and young people should (in
particular) include or be:

Eye-catching, attractive and colourful

Clear and easy to read (e.g. appropriate colours, no dark writing against dark colours in
the background). See also ‘accessible’ section

Clear and appropriate “image” / design

Sufficient spacing between words, lines and pictures (not too crowded)

A good size font (12 or 14 point) and a clear font which is easy to read

Bullet points rather than long sentences where possible

Detachable slip to send in (freepost if possible), so that the information on the rest of the
leaflet can still be kept, if applicable

Tick-boxes where possible rather than asking for text

Bilingual — both languages on the same leaflet with a clear distinction between them
(CCBC policy requires Welsh as the first language, or on the left)

Folded, suitable for fitting in a pocket

Bear issues such as impaired vision in mind (see ‘accessibility’ section for more on this)

VV VYV VVVVV VY

c) Style (Language)

It is suggested that a leaflet specifically designed for children and young people should include
or be:

Simple and easy to understand

Age appropriate

Bilingual

No jargon (for example professional language / acronyms / abbreviations)
Not too wordy

Short sentences

Not patronising

Standard ‘plain’ English

Welsh — “lled llafar” style

VVVVVVVYVYY

d) Content
(See relevant Annexe for specifics)
A leaflet should
» Include the main relevant points
» Use (relevant) pictures

» Explain clearly what someone needs to do
» Have large and clear contact details and a variety of ways to get in touch



e) Accessibility

» Leaflets, posters and information should be:

Displayed or available in every establishment where you operate

Available online (your website or Young Conwy — www.youngconwy.com )
Available without having to ask a member of staff (for example, on a stand)
Relevant to the service (location)

O0O0oOo

» There is useful advice available on RNIB website regarding how to make your leaflet
accessible and readable for the partially sighted / colour blind -
http://www.rnib.org.uk/xpedio/groups/public/documents/publicWebsite/public _seeitright.

hcsp

» There should be a willingness to provide information in various formats if requested
(e.g. Braille, large print, audio, DVD)

» Ensure that there are no extra barriers to people using your service (good practice)

o Training for ‘front line’ staff, staff at the first point of contact and staff who provide
a direct service
o Provision of freepost / free telephone line (if possible)

» Involve children and young people in the development and distribution of the leaflet

One way in which to ensure that your leaflet is accessible and suitable is to involve
some of the people you are targeting. This does not need to be difficult, and can be
done by setting up a focus group, running a workshop, or going along to an existing
group of children and young people such as a club. We recommend that you involve
children and young people at various stages of the development of your leaflet:

- Writing the content

- Deciding on the design and images

- Proof reading and checking
(Tip: - different children and young people should also be involved in this to
ensure that the content of the leaflet is clear to all — the children/young people
you've already involved have now become too ‘trained’ to judge whether they'd
be able to understand the content on its first reading)

- Deciding on where and how to display the information



3. General Leaflet Checklist

Questions

Purpose
(Audience of leaflet; what level of information will be provided)

Involvement of service-users
(Who and how; discussed potential barriers; discussed format,
content, style and accessibility)

[

Appearance of leaflet
(Colour, font, relevant images and pictures, size, spacing, use
of bullet points and tick boxes)

Style (Language)
(Easy to understand, check for jargon, check for wordiness,
check for formality)

Bilingual
(How the leaflet is set out — clear distinction between the
languages)

Clear and positive title

Examples
(if relevant), to explain what you mean

Confidentiality statement (if appropriate)

Contact details
(including various options)

Where and how to get further help / support / information

Tear-off slip (if appropriate)
(include free-post / free phone number if possible)

T s 0 O e O




4. Further advice and help

Further advice and help is available from:

Conwy Children and Young People’s Partnership
participation@conwy.gov.uk / 01492 574119

There are companies and businesses available in the UK which can help you develop and
design a friendly leaflet.



Annexe 1

A.

Guidance on Developing a Compliments, Comments and Complaints

Leaflet

Content
(specific to compliments, comments and complaints leaflets)

A compliments, comments and complaints leaflet should

>

VV VYV VVVY

Include the main relevant points:
o Clear title — e.g. “we want to hear from you” — compliment / comment /
complain...
Brief summary of stages of a complaint *
Clear instructions on what happens next
Where to get help / support (contact details for relevant advocacy service)
Clear confidentiality statement
Contact details provided and how to make contact
Tear off slip with address
Examples of why someone may want to comment or complain can help someone
who’s not sure whether they should

OO0OO0O0O0OO0O0

Use (relevant) pictures

Explain clearly what someone needs to do

Have large and clear contact details

Include various options — “if you want to compliment / comment / complain, you can
phone, email, write to, text...” (listed)

Take care if including a request for equal opportunities data — keep what is asked to a
minimum and make a clear statement that it's not compulsory to fill this part in

Take the opportunity to ask for comments as well as compliments and complaints
Give a freepost / free phone number (good practice but not always possible)

* Or it may be better if your leaflet is for compliments and comments as well as complaints just
to provide details on the ‘first stage’ (see section D. for examples of good practice).

B.

Things to bear in mind
(when developing a compliments, comments and complaints leaflet)

Taking a positive view

Taking a positive view of compliments, comments and complaints is an important
principle. They should be seen as an opportunity for service improvement and feedback
rather than a threat and a burden. A positive approach will also come across better on a
leaflet.

The title “We want to hear from you!”, for example, is more likely to attract a response
from service-users.



i)

V)

Recording compliments

Remember to always record compliments, whether formal or informal, as well as
complaints. This is not only useful practice in terms of evidencing the success of your
service, but also for improving staff morale, identifying good practice and continuing to
improve.

Relationship to participation in general

It's also useful to remember the relationship between compliments, comments and
complaints and participation. The more service-users are involved in the general
shaping, development and delivery of services, the less likely complaints are to occur in
the first place. But compliments, comments and complaints are also a very useful form
of feedback in and of themselves, and can be used as an opportunity to improve or
make changes to a service. Rather than just reacting and responding to individual
complaints, it may be possible to develop a protocol, policy or plan to deal with the issue
being raised as a whole, and prevent further complaints.

Why would someone want to compliment or complain about a service?

If someone feels strongly about something (positive or negative)

For example:

Complaints about a service in general:

Can'’t access a service

Can’t get a service in their first language

Not feeling that they have been listened to by the service

Not having the opportunity to compliment / complain

Suggestions for improvement or different ways of working (don’t always want to make a
complaint, just to be listened to

Specific complaint about a situation or a person:

v)

Dissatisfied with the quality and timeliness — missing deadlines, people not turning up on
time, not providing services as agreed

Not being cared for properly

Quality of assessment work isn’t good enough

The way that the adults have communicated with the child / young person (e.g. patronised /

not respected / listened to)

What are the barriers for someone to make a compliment or complaint?
(This information will help you consider how to overcome barriers in the they way
that your leaflet is designed and distributed.)



Knowledge:

e Lack of knowledge — people may not know that they can complain or how

e Don’t know that it's a right to compliment and complain

e People don't know where to go and to whom

e Lack of knowledge about advocates (information — being able to find it when you need it)
Imbalances:

Lack of confidence

Power balance or imbalance in a relationship (especially with vulnerable people e.g.
learning disabilities)

Imbalance in capacity/ability

Services being very fearful and threatened by complaints/criticism

The process:

Front line workers not always encouraged to log general comments/complaints

Worried that comments won’t be taken seriously/comments haven't been taken seriously in
the past

No proper process in place in some cases (e.g. regarding the procedure, and what will
happen next etc.)

Schools complaints procedures — have to go through school first rather than directly to the
LEA and sometimes not much confidentiality

No confidence in the system

Front line staff — can be a temptation to ‘fob’ people off and hope that an issue will die
down, rather than deal with it correctly

Some procedures insist on having a written complaint — this can be a huge barrier for some
people

Culture in the organisation

Consequences:

10

It can be a bit scary to make a complaint — worried about getting into trouble

Feel things are not serious/important enough to complain

Worried about whether a complaint will be kept confidential, and if not whether it will affect
how you're in future

People worried about negative consequences

Negative responses to making a complaint — intimidation



C. Compliments, Comments and Complaints Leaflet Checklist

uestions

Notes

Purpose

(Audience of leaflet; what level of information will be provided)

Involvement of service-users

(Who and how; discussed potential barriers to
complimenting/commenting/complaining; discussed format,
content, style and accessibility)

Appearance of leaflet

(Colour, font, relevant images and pictures, size, spacing, use

of bullet points and tick boxes)

Style (Language)
(Easy to understand, check for jargon, check for wordiness,
check for formality)

Bilingual
(How the leaflet is set out — clear distinction between the
languages)

Clear and positive title

Examples
of why someone may want to comment or complain

Summary of stages

Clear instructions on what happens next

Where and how to get help and support
(including information regarding relevant advocacy service)

Confidentiality statement

Contact details for making the compliment / comment /
complaint
(including various options, not just post)

Tear-off slip
(include free-post / free phone number if possible)

Equal opportunities data
(keep to a minimum and clear statement that this is optional)

T e I O I B O
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D. Examples of good practice

Clear and inviting title:

ot something to say?
& o

We want to
hear from you!

HAVE YOUR SAY
What do you

Promises / commitment

i )
Your views matter! We will do our best to answer the problem within 20 working days If

you wrlte to us (although we will always try to get In touch sooner).

TREAT YOUR COMPLAINT SERIOUSLY!

...know if.thinqs are qoirjq wrong or you're not happy WE Wwhij| €ry €0 SOrt Your problemm
..work with you to sort it out out Gu ic k| -ﬂ'rld iﬂFﬂrm”‘J"

Images to help convey meaning

If you have be L If you are not
received from 2(C)<!fyou i trgatment you
attended, please let " now we know so that we car
feedback. share th riaht or at least betti
Smiley face — happy with Light bulb — ideas/comments Sad face — unhappy/
service/compliment complaints/suggestions

for improvement.

Images of what your comment/complaint may be about

Doctors / Nurses Chemists Dentists

12




Confidentiality statement

What you say is

important and will be kept

PRIVATE!!

tell us will
with you if we need to share Information with

be kept confidential

other people.

Anything you
but we will discuss

Examples of why someone would want to compliment, comment or complain

My School Mursse was great, sha gave
me clear halpful advice.

Mot being included in discussions

A decision being made you don't
agresa with

Being treated unfairly by your Doctor
The situation was handled very
professionally with no proklams

| was treated differently bacausea of
race, age, gendear or disakility

Mot being able to communicate due to
language barriers

If you've got a problem,

talk to someone.

Do you fee| you are being treated unfairly?

Feel |ike no-one is listening to you?

Fee| like you're not getting any help?

If you have been happy with the care you
received from the hospital or clinic you have
attended, please let us know, we want your

feedback.

If You are not happy with the way you have been treated You
should tell someone about ft.

Summary of stages

It's not always necessary to include a summary of stages on your leaflet (especially if it's a
compliments, comments and complaints leaflet). But if the summary isn’t included, make sure
that there is clear information on the leaflet about where to find out more.

Step b
steg ga/ide

Local stage

fou can speak to your social worker ar the team
manager about what is bothering you; or you can
speak to the Complaints Manager directly about it.
We aim to have the problem rasolvad within 10
warking days.

-

Formal - investigation

If you still don't think the problem is sorted out, the
Complaints Managear will ask an independerit
person (someone who doesn't wark for the Council)
1o book into your complaint. We aim to send you a

" responsa within 25 working days and a report will
be written up. & senior manager will go through this
raport with you,

Review Panel

If you are still not happy then an independent group
af peoplke will ook into the matter for you, The group
| i made up of 2 people who do nct work far the

‘. Council. We aim to have the prablem rasclved within
' 30 working days.

“No-one ®
listens to

mel”

Tell
someone

You know. .. ..

Most of your problems
can be sorted out
easily &

quickly once
they have
been shared.

9 .

A talk
with your
social worker,
key-worker, family, friend,
a carer, advocacy Work-
er or someone else you
know & frusf, can offen

put things right.

Look
page

of people who

on the back
for phone numbers

can help »
Contact the G,
Complaint’s W
Manager. .. .. V6o to a
01655 656656 Independant

If there Is sfill o problem, get in
fouch with the Complaints
Manager. An Investigating
Officer will be asked fo falk to
you. An Indepencent Person
who does not work for
Newport City Council will also
see you. These people are
good at listening & will fry to
solve the probiem. When the
Complaints Manager has
received their reports, You will
be sent a letfer explaining
what everyone needs fo do fo
put things right.

o "

Review Panel. ..

If You are not happy, You can ask
for a Review. Your complaint will
be looked ot by a panel of three
people. You can come fo the
meeting & bring someone with
you If You want. The Pane! will
come fo the best way of soiing
the problem. They will fell the
Chief Social Services Officer and
You will receive a copy of their
report. The Chief Social Services
Officer must write fo You & let You
know what he has decided o do.

If You are not happy, then You
will be fold what fo do next.

Newport City Council
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Information on where and how to get help and support

Contacts Cysyllitiadau

Social Services Complaints Officer
Swyddog Cwynion Gwasanaethau Cymdeithasol

telriion: 01443 864555
freephone f rhadffén: 0800 2284061
fax/ ffacs: 011443 864513

e-mail / e-bost: evansae@caerphilly.gov.uk

Local Advocacy Service (NYAS)
{provide support at mestings, revlews
and complaints to make sure your oplnlon Is heard)

Gwasanaeth Adfocatiaeth Lleol (NYAS)
{darparu cefnogaeth mewn oyfarfodydd, arolygladau
a chakynlon | slerhau I°ch llals gael el glhywed)

freephone f rhadffén: 0800 616101

Children's Commissioner's Team (try this office If you
fieel your complalnt has not been dealt with falrly)

Tim Comisiynydd Plant (osydych yn telmlo nad ydym wed!
della 8ch owyn yn deg, cysyltewch & r sayddfa hwn)

tel 7 fion: 01792 765600
tel 7 ffon: 01492 523333

e-mail / e-bost: post@childcomwales.org.uk

Childline childline
freephone f rhadffén: 0800 1111
free-textphonefam ddim-ffontestun: 0800 400222

Need help
making a

complaint’?

Talk to someone you can trust like a
relative, friend, carer or your social
worker. You can also get help from an

advocate who will support you in

making a complaint.

Childran and young peopls looked after by Lambeth can access
advocacy support. An advocats is someons who can speak on your
behalf and help you to get the things you want changed. If you want to
tak to an advocate, the Complaints Manager will assist you to access

this sarvice.

The advocacy samvice is independent from Lambeth, which means

that they do not work for the Council.

The way that the various contacts have
been separated on this leaflet is quite

helpful. >

Contacts Cysylltiadau

Social Services Children's Rights Officer
{wvlll tell you sbout your rig work with you
and other grown-ups to put your problems right)

Swyddog Hawliau Plant Gwasanaethau Cymdeithasol
{bydd y swyddog yn dweud wrthych am elch hawllau a
gwelthle gyda chl ac oedolion eralll | ddatrys elch problemau}

freephone f rhadffé 0800 0281 995

e-mail / e-bost: cro@caerphilly.gov.uk

Voices from Care
(for young people looked after by Soclal Sevices)
{ar gyfer plant y gofellr amdanynt gan Wasanaethau Cymdelthasol)

t=l /ffen: 029 2039 8214

e-mail / e-bost: info@wvacorg.uk

Care Standards Inspectorate for Wales (C5IW)
{(welsh Assembly group who Investigate complalnts)

Arolygaeth Safonau Gofal Cymru [R5GC)
{rhan o' Cynulllad sy'n archwlle owynion)
tel rfron: 01495 761200
fax/ facz 01495 761239

Local Ombudsman
{If you are still not satsflied you can make an appeal)
Local Ombudsman
{If you are still not setisfled you can make an appeal}

tel s fion: 01656 641150

Although it can be
confusing to have too
many contact numbers
on your leaflet, it's
good practice to clearly
show the different ways
that someone can
contact you to make a
comment / complaint,
and to have the contact
details of where to get
help — especially an
advocacy service.

e

Jif you are under 16 and
you have not got an

P

adult who can help you, P
a person called an
advocate will
help you to complain.

An advocate will tell
you how everything
works, help you writ
your complaint letter
and give you support.

"Who can
I talk to?"

THE CoMPLAINTS MANAGER
Socal Wellbeing & Housing
Newport City Council
Civic Centre
Newport, NP20 4UR
Tel: 01633 656656

text: 07837 494885
Email swhcom-
plaints@newport.gov.uk

SHILDLINE

0800 884444

CHILDREN'S COMMISSIONER FOR WALES
OYSTERMOUTH HOUSE
CHARTER COURT, PHOENIX WAY
LLANSMALET, SWANSEA, SA7 9Fs
TeLepHONE 01792 765600
www.childcomwales.org.uk

THE LOCAL OMBUDSMAN
PUBLIC SERVICES OMBUDSMAN FOR WALES
1 FFORDD YR HEN GAE, PENCOED CF35 5LJ
TeLepHONE 01656 641150

CARE STANDARDS INSPECTORATE
FOR WALES
SOUTH EAST WALES REGIONAL OFFICE
6TH FLOOR, CIMC CENTRE,
PONTYPOOL, TORFAEN, NP4 &YB
TeLerHoONE 01495 761200
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Choice of how to contact

HOW TO LET US KNOW:

Phone the Children’s E-mail ;
| Complaints Manager ki ds@“n:"'
Tel: 01248 384194

tr.wales.nhs.uk

|Talk to the Children and Young
Person’s Liaison Nurse

Text us on:
Take part in the 07900 051915
Children’s Panel (detais
avallable on the ward)

www.northwestwales.org

HOW WAS YOUR CARE?

@ @ ® {oeas circl)

You can write Your problem in the box below, or draw a picture
OF it. Y'ou can also email Your probem to

email: Childrenscomplalms@sefeon.gov.uk.

Youcan ask somebody to help you dothis.

r B
My name s

| lve at
My phone nois
My problam is

Yo Can Eive Tl FOrm 10 among wihd WaTE for 50 fvan ChisdmenT Services or gend it tothe
The Childran’s Complaints OFFicer, Freepost RLXC-CRYC YIKTT
Children’s Services, PO Box 10, Bootie, [ao 3XE

You don't nead to put 3 stamp on the envelops,

Images of ways to get in touch

If you would prefer this form cz
@ ONLINE at: kids@denbighshire

@ Or telephone us on 01745 582°

Or write to us at: FREEPOST F
@ Denbighshire LHB, Matthew H

You can get in touch with us to make a complaint In any of the
following ways:

By letter By phone.

Jfou can tise the Call us on 01745
i 532011

(continue on a separate

sheet if you need more

room).

Attractive Images

Complaints Officer
Children's Rights Officer
Advocacy Service

Social Worker

Pwy i gwyno iddynt?

Swyddog Cwynion a

Swyddog Hawliau Plant 00

Gwasanaeth Adfocatiaeth

Gweithiwr Cymdeithasal 5 2

15




Design and Layout

These leaflets have been set out in an attractive and inviting way.

CAROLE CLARK coopis wenager

o can writs t har at
FREEPOST
CHILDRENS COMPLAINTS,
traat,

If you prefer you can:

* phane on 0A00 408 0400
which is re from landlines cnly
including phone boes

- faxon 20 7354 smz

« =mail her at caroleclarkSislington.gov.uk or,
You de net naed a stomp ta send a Istter to Corsla.
Dorrt forgot te includs your name, address andfor
cantact pheno mumber sa that Carole can get back to
You. She'll raply within 3 daya.

mplaintsaisiingtongov.uk

Have your say about the Welsh
Ambulance Services NHS Trust (WAST)

Not happy?
We'd like to know what you think about our setvice, both the good and the
not so good, so if you need to complain here's how.

Contact us by phone on 01745 532911, or write to Kate at WAST,
HM Stanley, St Asaph, Denbighshire, LL17 ORS.

We know it's not easy to complain
but we need to know if we can put
things right. We will listen and try
to help.

Make a suggestion by phone first
if it's easier.

If things don't change for the
better or you are still not happy let
us know inwriting — see the back
of this leaflet for help.

We will do our best to sort out the
problem within 2 waorking days if
you phone us or 20 working days

if you write to us (although we will
\ always try to get in touch sunner)./

0 ‘You can also ask for other help to
sort the problem out. The person
who can help is called an
advocate. We can let you know
where to find one.

OWe will atways take what you say

quickly.
If you are still not happy you can
appeal and you can ask the
Children's Commissioner Service
to help take this further for you.

seriously and try to put things right

O ChildLine can help do this as well.
You can call them on 0800 1111.
O We will do our best to explain

¥au May ot want 1o make 3 ComPIInt about your
omn case but to tell us about scmething so that
other children will ot experiencs tha same

‘thing in future. ‘This leafiet is based on a winning

o can do this without giving your name i b ia
by contacting the
CRdres COmpIaINts Manager or CAIS

5

aranged by CAIS that was open to all
Looked Arter Children & Young People

“four suggestions may help
ather children andycung peapi

Get in touch with us

Try and give as much information as possible about what happened,
where it happened and when. Remember to include your contact details
(name, address, telephone number) so that we can reply to you.

want to f{}
COMPLAIN?

Information for naked after chikren & young people
This leaflet e plains how

o make  complaint

iycu are booked after

#ISLINGTON A5

{:"

< This leaflet
is A4, and is
set out

You can get in touch with us to make a complaint in any of the
following ways:
By letter

You can use the
space below

(continue on a separate
sheet if you need more
roomj.

By phone.

Call us on 01745
532911

Let us know how you would like us to reply. A chat on the phone could be
helpful in sorting out your problem, or you can fell us in writing if you prefer.

7 ™

We will do our best to answer the problem within 20 working days if
you write to us (although we will always try to get in touch sooner).

effectively with
large print,
clear text and
the right
amount of
information.

J

\ things to you and your advocate.

This document is also available in other languages, large print and audio format upon
request. Please contact Corporate Communications on 01745 532048

It's useful to have a tear off slip so that someone can keep the information on the rest of the
leaflet.

ten gum and seal = Gwly

|

How can children § young
people make a complaint +o

$ocial Services?

My name is

e $ut gall Lobl ifainc
wheud () i‘r

Gwasanaeshav Cymdeithasol?

I live at
Rydw 'n byw yn

LEODMS N SE]

12800 PRI 0H
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Directorate of Social Ssrvices
Cyfedran Gwasanasthau Cymdeithasol

Moisten gum and seal = Gwlychweh y glud s seliwch

16




Bilingual

It is important to make a clear distinction between the two languages on a bilingual leaflet to

avoid confusion.
This leaflet is Welsh/En

GWNEUD SYLWADAU
CYNNIG NEWIDIADAU

RAISING AN ISSUE
UGGESTING CHANGES
or
MAKING A COMPLAINT

qomoting 4’

7fROS -1
G

17

lish back to back.

CAM 1 - LLEOL
CAM 2 - YMCHWILIAD
CAM 3 - ADOLYGIAD

SUT MAE'N GWEITHIO

05 ydych elsiau gwneud sylw, cynnig newidiadau
neu wneud cwyn mae TROS GYNNAL wed| sefydiu
ffordd | chi wneud hynny yn riwwydd.

CAM 1

05 ydych elsiau gwneud sylw, omnig newldiadau neu
wneud avyn am rhywhbeth yn y prosiect neu'r swyddfa
galhwch ddewls slarad 3g unrhyw un yn y proseict &
hun neur swyddfa ac fe fyddentyn gwneud eu gorau
Fch helpu. Os nad ydynt yn gallu gwneud rhywhbeth
Fch helpu byddent yn egluro sut | symud ymiaen Fr
cam naesaf.

105 nad ydirch elslau slarad & rhywun yn y proslect new'r
swyddfa gallwch arwydde gwaelod y ffurflen hon anl
hanfon yn yr amlen Rhadbost sydd ynghlwm {'does
dim angen stamp) ac fe fydd y Swyddog Cwynion yn
cysylitu gyda chi Fch helpu | sortio pethau allan.

CAM 2

o5 na fydd y Swyddog Cwynlon yn gallu datrys
pethau o fewen 10 divwrnod gealth o slarad gyda chi
(neu 20 diwrnod os oes rheswm da lawn) yna fe
fydd Swyddog ymchwillo a Pherson Annlbynnol yn
cael eu pencdl | wrande ar elch sylwadau neutch
cwyn.  Bydd y ddau ochorynt yn ysgrifennu
adroddiad ac yn celslo argymell ateb.

STAGE 1 - LOCAL
STAGE 2 - INVESTIGATION
STAGE 3 - REVIEW

HOW IT WORKS

If you want to ralse an Issue, suggest changes or
make a complaint, TROS GYNNAL has st up a way
that you @an do so quite easlly.

STAGE 1

If you want to ralse an lssus, suggest some changes
of make a complaint about something at the project
of office, you can choose to speak with anyone you
like at the project Hself and they will try to help you.
Ifthey can't sort something out theyl explain how
‘to move things on to the next stage.

Ifyou don't want to speak to someone atthe project
or office you can sign the bottom of this form and
send It In the Freepost emvelope attached (no need
for a stamp)} and the Complaints Gfficer will be In
touch with you to help you work things out.

STAGE 2

If the Issue or complaint can't be sorted out within
10 working days of talking to you (or 20 days only
If there Is 3 very good reason) then the Complalnts
Offlcer will appoint an Investigating offlcer and an
Independant Persan to listen to you and look at the
Issues or complaint. They will write a report to try
and recommeand a solution.

CAM 3

s nad ydych
yn cytuno gydarr
adroddiad neuT
ateb galhweh ofyn am
adolyglad o bopeth o fewn
10 diwrnod gwalth o dderbyn yr
adroddiad.

s yyeh elslau gallwch ofyn I Swyddag Ceynion
ddod 1ch helpu | sortle pethau allan ar unrhyw
adeg trewy lenwi'ch manylion lsod a gyrn'r
ffurflen yma yn yr amlen Rhadpost sydd ynghlwm
("does dim angen stamp’).

[P
105 HOFFECH GAEL ¥ FFURFLEN YMA MEWN LAITH |
TARALL NEU MEWM PRINT BRAS NEU RHYW NEWID |
1  ARALL DYWEDWCH WRTH EICH EIRIOUWR 1

Enw

Cyfelriad

Rhif Ffén
Arnwyddwayd
Dyddiad

I: Roger Bishop (Swyddog Cwynlon)

FREEFOST RRHA-YUHG-UEY)
Tros aynnal

12 Ffordd y Gogledd
(aerdydd CF10 3DY

STAGE 3

If, weithin 20
working days of
recalving the

report you are not
happy with It or the
solutlon, you can ask for an
Independent review of everything.

If you want to you can ask for the Complaints
Officer to come and help you sort things out at
any point by filling In your detalls below and
sanding this form In the Freepost envelope
provided (you don't need a stamp).

[ N N N M R R R R R ————
1 [F YOU WOULD LIKE THIS FORM IN ANOTHER |
ILANGUAGE OR IN LARGE PRINT OR WANT SOME 1
1 OTHER CHANGES, TELL YOUR ADVOCATE 1

MName
ADAIESS o

Tl MOL e

Slgre
Date

send to: Roger Bishop (Complaints Officary

FREEPOST RRHA-YUHG-LEY)
Tros Gynnal

12 Nerth Read
Cardiff CF10 3DY

ft




These excerpts have been taken from the following leaflets:

Caerphilly — Social Services children and young people’s complaints leaflet

Conwy County Borough Council — Social Services Children’s compliments, suggestions and complaints
leaflet

Conwy and Denbighshire Local Health Board — Complaints leaflet

Islington — Looked after children and young people’s complaints leaflet

Lambeth — Comments, compliments and complaints for children and young people leaflet
Newport City Council — Complaints leaflet for children and young people

North West Wales NHS Trust — Children’s complaints leaflet

Sefton Council — Children’s Services complaints leaflet

Tros Gynnal — compliments, comments and complaints leaflet

Welsh Ambulance Services NHS Trust — Complaints leaflet
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