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What to do if you’re unhappy or want to raise a concern about your experience with Adult Social Care

🤔 If something is worrying you
If something does not feel right, please tell us. Sometimes you may just want to talk to someone and ask us to sort something out.
You can speak to a member of staff about your concern. We will listen and try to help.
Sometimes we may be able to put things right quickly.
You can still make a complaint if you want to.

💬 What is a complaint?
If something does not feel right, you can tell us. A complaint is a way of sharing when you are unhappy so we can understand and try to help.
You might be unhappy because:
· You are unhappy with your care or support
· You disagree with a decision we have made
· You have waited too long for something
· We have not communicated with you well
· Someone treated you in a way that did not feel right
We want you to tell us so we can understand what happened and try to help.

✍️ How to make a complaint
You can tell us in a way that feels comfortable for you. You do not need to use the word ‘complaint’.
You can:
· Tell a member of staff that you want to make a complaint
· Ask someone you trust to help you
· Contact us
How to contact us
🌐 Online: https://complaint.derby.gov.uk/start-now
Email – customer.feedback@derby.gov.uk 
📞 Phone: 01332 643498 
For people who need alternative telephone access:
Minicom: 01332 640666
Text: 07812 300571
✉️ Post: 
Customer Feedback
Derby City Council
The Council House
Corporation Street
Derby
DE1 2FS
If you need help to communicate with us, please tell us. We can make reasonable adjustments and provide information in a different format or language.

🤝 Getting help to make a complaint
You can ask someone you trust to help you make your complaint.
You may also be able to have an advocate.
An advocate is an independent person who can help you:
· Understand your choices
· Say what you think and feel
· Make sure your views are heard
If you are entitled to a Care Act advocate, we will help arrange this for you.
If you are not entitled to a Care Act advocate, we can help you find other organisations that may be able to support you.

❤️ What you can expect from us
We will treat you with kindness, empathy and respect. We want you to feel safe, listened to, and taken seriously.
We will listen carefully
We will be clear and honest
We will take you seriously
We will try to put things right

⏱️ What happens next?
We will keep things clear and tell you what is happening.
Within 5 working days - we will contact you to let you know that we have received your complaint.
We will usually talk to you about:
· Why you are unhappy
· What you would like us to look into
· What you would like to happen
We aim to send you our Stage One response in writing within 20 working days. 
Sometimes we may need longer to look into a complaint properly. If this happens, we will tell you why and when you can expect our response.
If you need information in a different format, we will work with you to make our response accessible.

✔️ What might happen?
We will explain what we found in a clear and respectful way.
We will always take your experience seriously and think about what we can learn.
If we made a mistake - We will be open about it. We will say sorry and explain what we will do to try to put things right.
If we could have done better - We will explain what we have learned and what we will change.
If we followed the right process - We will explain why we made the decision. We will still think about whether we could have communicated or supported you better.
We may not always be able to change the outcome - but we will always listen and use your feedback to help us improve.

🔁 If you are still unhappy
If you are unhappy with our Stage One response, you can ask us to look at your complaint again. A different manager will look at your complaint. 

This is called a Stage Two review.
We will:
· Listen to why you are still unhappy
· Look again at how your complaint was considered
· Consider any new information
· Aim to send you our Stage Two response in writing within 45 working days
If you need the response in a different format, please tell us.

⚖️ The Ombudsman
If you have been through our complaints process and are still unhappy, you can ask the Local Government and Social Care Ombudsman to consider your complaint.
The Ombudsman is:
· Independent
· Free to use
· Separate from Derby City Council
You can contact the Ombudsman:
Telephone: 0300 061 0614
Online: Use the Ombudsman's online complaint service - https://www.lgo.org.uk/how-to-complain 
The Ombudsman will usually expect us to have had the opportunity to consider your complaint first.

💡 Our Promise
We learn from every complaint. Your experience helps us make our services better.
We:
We look for patterns and themes so we can see where and what may need improving
We make changes
We share learning with staff
We try to do better every time
We want to learn from what you tell us – whether we got something wrong or whether there is simply something we could do better.

🌱 Would you like to help us improve Adult Social Care?
There are other ways you can help shape Adult Social Care in Derby.
Our Co-production Network brings people together to share their experiences, ideas and views. You can choose to get involved and help us improve the way services are designed and delivered.
Find out more: Invitation to Join the “Stronger Together Co-production initiative | Let’s Talk Derby
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