
 

 

 

 
  

   
 
 

 

Common Principles for a Child Friendly Complaints Process 
 

These principles have been developed based on the views, experiences and voices of children and 

young people, as well as discussions with professionals who have a responsibility for complaints: 

 

1. All organisations working with children and young people should value and respect them, and 
develop positive and trusting relationships. 

 
2. All complaints from children and young people should be seen as positive, valuable service 

user feedback and considered from a safeguarding perspective. 

 
3. Children and young people should be involved in the development and implementation of the 

complaints process they may wish to use. 

 
4. All children and young people should have access to information about complaints processes. 

This should be provided in a variety of formats, including online, and should be age 
appropriate and take account of any additional needs that a young person may have. 

 
5. All children and young people should be able to make complaints in a variety of ways. 

 
6. Written responses to complaints should be timely and where possible discussed with the 

young person. The young person should always be given an opportunity to provide feedback. 

 
7. Staff should be well trained and have access to training in listening to, and dealing with, 

complaints from children and young people. 
 

8. Children who need support to make a complaint should have access to an independent 
advocate. 
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