
 
 

1 
 

Complaints Policy 

Author Project Manager 

Date revised April 2019 

Next review date April 2020 

Target Audience All Staff & for Public Information 

 

To be completed when reviewing an existing policy: 

If the policy has been reviewed without change this information will still need to be 

recorded although the version number will remain the same. 

Version Date Brief Summary of Change Author 

1.0 Apr 19 New policy developed SI 

1.1 Aug 19 

Additions: 

• To address Commissioner as line manager 

(Stage 2 progresses to Stage 4) 

• Option to use independent investigator 

included. 

TM 

1.2 Aug 19 

Addition: 

• To address how complaints about advisory 

panel members will be handled. 

SI 
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Introduction 

The Office of the Children’s Commissioner is committed to providing a high-quality service to 

everyone we work with, especially to children, young people and their parents or carers. However, 

we recognise that despite our best efforts, there may be times where we get things wrong or we 

make mistakes. We always want to hear from you if you feel that we have made a mistake or not 

done something to the best of our ability. This feedback helps us to look at where our service or our 

procedures could be improved.  

This document sets out how complaints about the Office of the Children’s Commissioner for Jersey 

can be made, and who will deal with them.  

How to make a complaint about a member of staff  
 What you need to do Timeframe for receiving a response 

 

Stage 1 The first step is for you to talk to a 
member of staff within the 
Children’s Commissioner’s Office. 
Usually, the best person for you to 
speak to will be the person who 
dealt with the matter that you are 
concerned about – they will be the 
most informed and in the best 
position to help you quickly and to 
try to put things right. If they are not 
available, or you are not happy with 
this approach, then you can ask to 
speak to their line manager (stage 2) 

We will try to resolve the issue 
immediately if we can, but if for any 
reason we can’t do that (for example, if 
we need to speak to someone else or get 
hold of some additional information), 
then we will write down all of the details 
and get back to you as soon as possible. 
This will normally be within five working 
days, but if that isn’t going to be possible 
for any reason, then we will make sure 
you know when you will hear back from 
us.  

Stage 2 If you are not happy with the 
outcome from stage 1, the next step 
is for you to put your complaint in 
writing to the member of staff’s line 
manager who will then investigate 
further. To help them to fully 
consider the issue, we ask for you to 
include as much detail as possible, 
including what you think went wrong 
and what would make things right. If 
you are not able to put everything in 
writing, we can always ask a member 
of staff to help you with this. They 
will write everything down for you, 
and then give you a copy so you can 
make sure you’re happy with 
everything that has been recorded.  

Your complaint will be acknowledged in 
writing within five working days and this 
response will let you know when you will 
receive a full reply. This should normally 
be within three weeks, but if the issue is 
complicated, or they need to contact 
other organisations, it may take a bit 
longer. If this is the case, we will make 
sure you’re kept fully up to date with 
when you will receive a full response.  
 

Stage 3 If your issue has not been resolved, 
then you can take your complaint 
directly to the Children’s 
Commissioner. All background 

The Commissioner will acknowledge your 
complaint within 5 working days of 
receiving it, and will let you know when 
you will receive a full response.  
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information relating to the 
complaint, including the 
investigation undertaken as part of 
stage 2 will be passed to the 
Commissioner. 
 
Please note: If the person that you 
wish to complain about is directly 
line managed by the Children’s 
Commissioner, your complaint will 
move directly to Stage 4 as the 
Commissioner will have been 
involved at Stage 2. 

 

Stage 4 If you remain dissatisfied with the 
outcome of your complaint once you 
have received a response from the 
Children’s Commissioner, then you 
can ask for your complaint to be re-
investigated by the Director General 
for Strategic Policy, Performance and 
Population (our hosting Government 
Department). This can normally only 
take place once the internal 
complaints process has been 
followed.  

The Director General will acknowledge 
your complaint within 5 working days of 
receiving it, and will let you know when 
you will receive a full response.  
 

With the agreement of both parties, an independent investigator may be appointed at any stage of 

the complaints process.  

Making a complaint about the Children’s Commissioner  
If your complaint is regarding the conduct of the Children’s Commissioner, then it will be referred 

directly to the Director General for Strategic Policy, Performance and Population (Government of 

Jersey). As a public office holder, the conduct of the Children’s Commissioner is measured against 

the Nolan Principles. The Director General will then get in contact with you and advise on the next 

steps and the timeframe for a response.  

Making a complaint about a member of one of the Children’s 

Commissioner’s advisory panels  
If your complaint is regarding a member of one of the Children’s Commissioner’s advisory panels 

(Youth Advisory Panel, Adult Advisory Panel or Audit and Risk Advisory Panel), then it will be 

referred directly to the Children’s Commissioner. The Children’s Commissioner will then get in 

contact with you and advise on the next steps and the timeframe for a response.  

 

https://www.gov.uk/government/publications/the-7-principles-of-public-life

