
 Complaints will be carefully and constructively investigated.  
 All verbal contact, and any resolution or response, will always be 

confirmed to you in writing. All correspondence received or sent 
will be clearly date marked and signed.  

 Copies of the complaint and associated correspondence will be 
retained by the SPB office only. 

 Wherever possible, the investigation should be completed and a 
formal response provided within 25 working days. If not 
completed within this timescale, you will be kept informed of 
progress by the SPB with the reason for delay and the expected 
completion date, at least every 20 working days until conclusion. 

 A final written response, including 
 - the outcome of the investigation; 

 -reasons for any failure in service and steps to be taken to 
prevent a recurrence 

 
If you are still unhappy… 

 
If you remain dissatisfied with the outcome of the investigation, the 
SPB Independent Chair will do their best to ensure that every step has 
been taken to try to resolve the matter satisfactorily.    
 
Complaints about Professional Misconduct 
 
If you believe that a professional in one of the child or adult 
protection services has been guilty of professional misconduct, you 
may be able to write to their professional or regulatory body to make 
a complaint. If the professional is found guilty of professional 
misconduct, they can be prevented from practising in the future. 
 
You may make a complaint to a professional body even if you have 
also made a complaint under the SPB complaints procedure.  
(However, if an investigation has already started under the complaints 
procedure, the professional body may decide to wait for the outcome 
of this before deciding what action it should take.) 

 
Useful Contacts and telephone numbers: 

Independent Chair Tel: 01534 444228 
Professional Officer Tel: 01534 444228 
Business Manager  Tel: 01534 442752 
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raising concerns, contributing 
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The Safeguarding Partnership Board [SPB] has a role in agreeing and 
monitoring the effectiveness of the multi-agency child and adult 
protection processes in Jersey, but the SPB does not get involved in 
individual cases or in the complaints process for an individual agency. 
However, the Board may be asked to review the processes if there are 
concerns about how multi-agency child or adult protection procedures are 
working in Jersey. 
 
We welcome your feedback –  

 If you are complaining, we wish to give you the framework to have 
your concerns resolved. We will use your feedback to inform 
improvements. 

 If you are offering suggestions for improvements, we will take these 
into consideration. 

 If you have compliments – thank you! We will pass them on to the 
relevant agency. 

 
Our aim is to ensure that: 
 
 the people who use any of the adult or child protection services in 

Jersey are treated with dignity and respect, are not afraid to 
make a complaint and have their concerns taken seriously; 

 as far as is possible, there is even-handedness in the handling of 
complaints; 

 any concerns about the protection of children or adults at risk are 
referred immediately to the relevant social services team or to 
the police;  

 as many complaints as possible are resolved swiftly and 
satisfactorily at the local level; 

 fair process and adequate support are available for everyone 
involved in the complaint; 

 the complainant receives a full response without delay;  

 all services within the child and adult protection systems monitor 
their performance in handling complaints, deliver what they have 
promised, learn from complaints and use this learning to improve 
services for everyone who uses them. 

  
 

Complaints  
 
It is not appropriate to use this procedure if: 

 the complaint is in regard to a single agency issue, or to a specific 
person in relation to a specific case; 

 the complaint is about the decisions made by a court or other 
legal body; 

 the complaint is about disciplinary proceedings or other Human 
Resource processes. 

 
How to make a complaint 
 

1. Informal Resolution - As a first step, raise the concerns/complaint 
with a member of staff from the relevant service who will be able 
to listen to your concerns and try to address them.  If you are still 
unhappy about the result of this discussion, you should ask to speak 
to a senior member of staff within the department/service 
concerned. Complaints or concerns are most likely to be resolved if 
they can be dealt with when they happen, by those members of 
staff who are involved with those complaints or concerns. 

 

2. Formal resolution - Make a complaint either to the member of staff 
directly concerned (who will copy it to the SPB) or to the SPB 
Professional Officer, either verbally or in writing.  They will 
attempt to resolve and answer the complaint; in most cases the 
matter will be resolved at this stage. 

 
What you can expect: 
 

 The SPB will acknowledge your complaint within 2 working days. 
 You will be given the opportunity to meet with the SPB 

Professional Officer if you wish, to discuss the nature of the 
complaint face to face. 

 The SPB Independent Chair will be promptly notified of the 
complaint by the SPB office; s/he is responsible for ensuring that 
any investigation is carried out appropriately and that you receive 
a satisfactory response  

 Staff of any department or service against whom a complaint is 
made will be made aware of the complaint and given the 
opportunity to respond. 


