Complaints Policy
Introduction

<NAME OF THE ORGANISATION> offers a wide range of services to an even wider range of people. However diligent and skilful our staffs are there will inevitably be circumstances where service user’s expectations have not been met and they will need to voice their feelings. It is therefore in the interests of carer’s providers that concerns or complaints arising from their care and treatment are resolved as quickly and professionally as possible. Complainants should be able to express their views both positive and negative about the treatment and services they receive in the knowledge that they will be taken seriously, treated equitably and given a speedy and effective response, in the knowledge that their views will inform improvements in service delivery. 
Policy Statement

Any adverse comments or expressions of dissatisfaction voiced by a carer will be considered, assessed objectively being culturally and religiously sensitive and a reasonable course of action implemented, which is aimed at achieving a satisfactory and appropriate resolution.

Definitions

· Enquiry / Comment – a request written or verbal for more information either a comment or an explanation about an event or proposed course of action.

· Formal Complaint – an expression of dissatisfaction that needs a period of time in which to carry out an investigation and provide a written response.

Procedure

1. Any individual or any organisation receiving a service or advice from <NAME OF THE ORGANISATION> has the right to complain about any inadequacy in service delivery from <NAME OF THE ORGANISATION>.

2. The Complainant should notify <NAME OF THE ORGANISATION> of her/his wish to complain and she/he will be provided with a Complaint Form. The Complainant should give details of the complaint and submit it to the Chief Executive, <NAME OF THE ORGANISATION>, <ADDRESS OF THE ORGANISATION> by post or email <EMAIL OF THE ORGANISATION>.
3. The Chief Executive will respond in writing within two weeks to the Complainant.

4. If the Complainant is not satisfied, then the Complainant can take the matter up with the Chair of <NAME OF THE ORGANISATION>, giving precise reasons for not accepting the response of the Chief Executive.

5. The Chair of <NAME OF THE ORGANISATION> will conduct an investigation into the complaint, which could include interviewing the Complainant, the member of staff complained against and any other relevant parties.

6. The Chair of <NAME OF THE ORGANISATION> will respond in writing to the Complainant within a further two weeks.

7. The decision of the Chair of <NAME OF THE ORGANISATION> will be final as far as <NAME OF THE ORGANISATION> is concerned.

How can people complain?

People who want to complain can do so in a number of ways:
· Verbally

· In writing

· Use of email

· Special mobile telephone text

· By fax.

The emphasis will be on allowing complainants to choose a method of complaining suitable for them. Where a complaint is made verbally the person receiving the complaint must make a written record of the key complaint issues, which must include the name of the complainant, the subject of the complaint and the date on which it was made.
Education and Training

Staff education and training in the prevention of complaints and the handling of complaints is an important aspect of complaints management. 

Documentation

All staff must be supported in preparing quality statements as part of an investigation and be given constructive feedback in order to develop their statement writing skills.

