Here's what to do if you're unhappy about
something and how we will respond. sPeak UP’ and sPeak out

You can contact us in the following ways:

Speak Up, and Speak Out

In person
Barnardo’s staff at your local service.

Guide for children, young people, parents
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You can do this in the following ways:

 tell a Barnardo's worker (in person
or on the phone)

e write to us (email, text or letter) Make your
e scan our QR code to fill in a form complaint here

e get someone else that you trust
(family member, carer, friend,
advocate or other professional)
to tell us for you
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At Barnardo's, we want to hear from you. If you are
not happy with our service or anything else, please
tell us. Your thoughts are important to us.

We understand that sharing your feelings can
be difficult. At Barnardo’s, our staff are here
to give you a safe place to talk. They will listen
to you, write down your ideas, involve you in
decisions, and keep you informed.

We will speak to you to learn what has
happened and what you would like us
to do next.

If you find it hard to say what is wrong, you can
have someone help you. This person can be

a family member, a friend, or someone else we
can ask for help. Just ask your worker or their
manager for guidance.

If you are a parent or carer of a child or young
person who cannot speak up, you can make
a complaint on their behalf.

It is always okay to speak up if you are not happy
about something at Barnardo’s. We want to hear
your feedback on how we can improve, and
speaking out will not affect our support for you.

What will happen next?

We will listen, and try to fix problems early

We will listen to you, take you seriously and
treat you fairly. We are keen to know of any
problems, understand them, and fix them as
soon as we can. This helps to stop problems
from getting bigger and makes sure everyone
agrees on the solution.

A manager will try to let you know within
2 working days that we've got your complaint.

You will receive an update from the manager
within 25 working days. If it's going to be
longer, we will let you know.

If you are or have been in foster care,

a residential home, or attend a special school
run by Barnardo's, there may be different steps
to follow for your complaint. The manager in
charge of your complaint will talk with you or
your advocate to make sure you understand
and agree on the right steps to take.




