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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.   
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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) 

 
 
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 

 
 
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 
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e) Accessibility 
 
 

 Leaflets, posters and information should be: 
 

o Displayed or available in every establishment where you operate 
o Available online  (your website or Young Conwy – www.youngconwy.com ) 
o Available without having to ask a member of staff (for example,  on a stand) 
o Relevant to the service (location) 
 

 
 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 
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3.  General Leaflet Checklist 

 

Questions Notes 

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)       
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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.  
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Annexe 1 
 

Guidance on Developing a Compliments, Comments and Complaints 
Leaflet 

 
A. Content  

(specific to compliments, comments and complaints leaflets) 
 
A compliments, comments and complaints leaflet should 
 

 Include the main relevant points: 
o Clear title – e.g. “we want to hear from you” – compliment / comment / 

complain… 
o Brief summary of stages of a complaint *  
o Clear instructions on what happens next 
o Where to get help / support (contact details for relevant advocacy service) 
o Clear confidentiality statement 
o Contact details provided and how to make contact 
o Tear off slip with address 
o Examples of why someone may want to comment or complain can help someone 

who’s not sure whether they should 
 

 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) 
 
 
i) 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.   
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ii) 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.  

 
iii) 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.  

 
 
iv) 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: 
 
• 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) 
 
 
v) 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.) 
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Knowledge: 
 
• Lack of knowledge – people may not know that they can complain or how 
• Don’t know that it’s a right to compliment and complain  
• People don’t know where to go and to whom 
• 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: 
 
• 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 
 



 

11 

 C. Compliments, Comments and Complaints Leaflet Checklist 
 

Questions 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)       
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D. Examples of good practice 
 
Clear and inviting title: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Promises / commitment 
 
 
 
 

 
 

 
Images to help convey meaning 

    
 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 
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Confidentiality statement 

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

              
 

 
 
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.  
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Information on where and how to get help and support 
 
 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. 

   
 
 
 
 
 
 
 
 

 
 
The way that the various contacts have 
been separated on this leaflet is quite  
helpful.   
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Choice of how to contact 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Images of ways to get in touch 
 
 
 
 
 
 
 
 
 
Attractive Images 
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Design and Layout 
 
These leaflets have been set out in an attractive and inviting way. 
 

 
 
  This leaflet 

is A4, and is 
set out 
effectively with 
large print, 
clear text and 
the right 
amount of 
information.  

 
 
 
 
 
 
 
 
 
 
 
 
 
It’s useful to have a tear off slip so that someone can keep the information on the rest of the 
leaflet. 
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Bilingual 
 
It is important to make a clear distinction between the two languages on a bilingual leaflet to 
avoid confusion.  
(This leaflet is Welsh/English back to back.) 
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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 
 
 
 
 
 
 
 
 
 
 
 


