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Threshold DAS Limited
Compliments and Complaints  
Policy and Procedure                                                                                                                                                                                                                                                                                                                                                                                                                                                  
Introduction

Threshold DAS Limited believes that receiving feedback is a very important way of understanding the level of satisfaction about the services provided.

There are a number of ways in which Threshold DAS Limited obtains feedback and one important way is by receiving compliments and complaints about the services provided.

Principles

Threshold DAS Limited seeks to provide a range of quality services and in order to achieve this aim, it is vital to listen to those who use and access the service.

Threshold DAS Limited views compliments and complaints positively as an opportunity for people to express their views and challenge decisions. People may wish to:

· Make a comment (positive or negative) about the nature, availability or delivery of a service;
· Compliment the service provided/on offer;
· Complain about a service being provided;
· Complain about a decision, e.g. not to provide a certain  service;
· Suggest improvements.

This policy and procedure aims to ensure that there is proper and timely response to compliments and complaints.

The person(s) making the compliment/complaint will be kept informed at each and every stage of the process.

Threshold DAS Limited is committed to using the information gathered from the compliments and complaints received to achieve continuous improvement to the services provided.

All those involved must have due regard for confidentiality of information and will adhere to the principles of equal opportunities.

This policy and procedure will be will be made available and discussed with relevant individual(s) and groups and every service user will receive a summary of the procedure in an accessible and suitable format.

This policy and procedure will be discussed with every service user as part of their introduction to the project. The policy will also be available to any person or agency wanting to know more about this policy.

A monitoring and evaluation system has been developed to: 

· Measure our performance

· Analyse, identify and address themes and trends in feedback made to the organisation.

Compliments

We receive compliments about our services in a number of ways from individuals or groups. It would not be possible to record all compliments as they will arise in a number of contexts, but it is important to encourage people to compliment us about our work.

We should also encourage individuals or groups who compliment us on our work to do so in a more formal way (for example, in writing). 

Complaints

Introduction

People who use and access Threshold DAS Limited’s services have a right to make a complaint and staff at all levels should be committed to respecting that right.

People should be encouraged to make a complaint without fearing that they will be penalised or discredited in any way. 

All complaints will be treated courteously, honestly, helpfully and openly.

Threshold DAS Limited will treat all complaints with equal importance, however they are received.

It is essential that all complaints are recorded, investigated and resolved effectively and efficiently. It is important for Threshold DAS Limited to take ownership and responsibility for responding to complaints and to resolve issues as quickly as possible.

Definition
It is important for staff to be clear about what constitutes a complaint. A complaint is any expression of dissatisfaction about the services provided or the action/lack of action taken by the organisation or a member of staff in relation to an individual or a group using our service.

Who can complain?
The following individuals may make a complaint:

· Service users;
· Representatives or advocates who act on behalf of service users (with their consent);
· Friends, family members or guardians;
· Carers;
· Neighbours/general public;
· Local councils/other housing associations/landlords;
· Partner/voluntary agencies;
· Contractors/consultants.
How can a complaint be made?

A complaint can be made in writing (letter, e-mail, complaint form or fax), by telephone or in person. However, all formal complaints must be made in writing. 

Information

Any individual wishing to make a complaint will be provided with details on why, when and how to invoke the complaints procedure in an appropriate and accessible format.

Interrelationship with other policies and procedures

In some instances, the nature of the complaint may make it necessary to invoke other policies and procedures, for example, Child Protection policy or, if it relates to staff conduct, Disciplinary policy.

The investigation into the complaint may then be passed to the manager, Director or the Board of trustees, or, to an external agency. This may have an impact on the complaints procedure, including the timescales for investigating the complaint.

In such instances, it is essential that the person making the complaint is kept informed of progress and that any action taken is in accordance with the organisation’s Confidentiality policy.

Management agreements, service level agreements, funding and contract protocols

Threshold DAS Limited has a number of protocols and agreements with a range of statutory and non-statutory partners. These arrangements may contain specific processes for complaints where there has been a breach of the agreement. Staff should ensure that they know which agreements apply to the projects they work in and whether any protocol complaints processes override Threshold DAS Limited’s policy.
Recording arrangements

It is important that accurate and agreed recording is completed throughout the complaints process

All complaints will be recorded centrally.

Procedures for dealing with Compliments and Complaints

Compliments procedure

Compliments about our services or individuals should be recorded in support plans or daybooks and complimentary feedback should regularly be reported to staff in team meetings.

Compliments will be monitored via the monitoring system.

Compliments may be used in highlighting best practice or in promotional material about the projects or organisation. If this is the case, prior permission will always be sought.  

Complaints procedure

Introduction

Threshold DAS Limited will endeavour to minimise the length of the complaints process and keep to the recommended timescales in order to minimise the impact of the complaint for all parties. Where this is not possible, all parties involved should be kept informed of progress in the matter.

As appropriate, the manager and the board of trustees will be kept informed of the progress of the complaint as well as the outcome, in accordance with the organisations confidentiality policy.

All staff must notify the manager of every complaint received.

Threshold DAS Limited will endeavour to deal with complaints as close to the source of the problem as possible.

Where appropriate, an independent mediation service may be made available. Before involving such a service, it will be necessary to obtain the agreement of all parties involved in the complaint.

Staff will endeavour to support all parties directly involved in the complaint throughout the process. Where this is not possible or appropriate, individual(s) will be provided with details of advocacy, independent advice and support services.

Threshold DAS Limited has developed a three-stage process for dealing with complaints (see below). Stage 1 applies only to informal complaints while stages 2 and 3 apply to formal complaints.

Complainants are not required to follow all 3 stages and can go directly to Stage 2 if they wish to make a formal complaint from the outset. (Please note: timescales exclude weekends and bank holidays)

Note: If the nature of the complaint makes it necessary to invoke other policies and procedures (Child Protection, Disciplinary etc) this may have an impact on the complaints procedure, including the timescales for investigating the complaint. In such instances, it is essential that the complainant is kept informed of progress and that any action taken is in accordance with the organisation’s Confidentiality policy.
Stage 1: Informal complaint

This stage can be described as ‘informal’ with the intention being to resolve the complaint as near to the source of the problem as possible. It does not mean that the complaint will be taken less seriously but is merely an attempt to offer a speedy and thorough response.

This is the key stage in the procedure where complaints can be dealt with at a local level with the appropriate staff member being responsible for the investigation and response.

Informal complaints can be received in any form and do not need to be in writing.

When complaints are made on behalf of a service user, the staff member receiving the complaint must be satisfied that the consent of the service user has been obtained.

Ideally informal complaints should receive an immediate response and resolution sought during the first contact. 

Where this is not possible (e.g. because of the nature or complexity of the complaint) it may be necessary to refer the matter to the manager. 

In some instances (Child Protection, disciplinary) staff must refer the matter immediately to the Manager or Director for consideration.

Within 5 working days the Manager will send the complainant a letter acknowledging receipt of the complaint and provide details of how and when the complaint will be dealt with. 
On completion of the investigation, the complainant should be sent a decision letter containing the following:

· The outcome of the investigation, including any decisions or recommendations;
· An apology, if appropriate;
· Details of the complainant’s right to make a formal complaint within 14 days of receiving the letter and guidance on how to do so.

The manager/Director receiving and investigating the complaint, should record details of the complaint, including the outcome, on the appropriate form (informal complaint form, appendix 1).

The Manager/Director will take one of the following steps:

· If the complaint has been resolved they will retain the form for recording and monitoring purposes;
· If the complaint remains unresolved and the complainant has indicated that they wish to proceed to Stage 2 of the process (formal Complaint) a Complaint Form will be sent to the complainant. No further action will be taken until the formal complaint has been received.

Note: Wherever possible, informal complaints will be dealt with within 14 working days.

Stage 2: Formal complaint

All formal complaints must be made in writing and forwarded to the manager or Director (for complaints considered at stage 1, this must be done within 14 days of receiving decision letter). A complaint form has been developed for this purpose.
On receipt of the formal complaint the manager or Director will refer the matter to the management committee who will, take one of the following steps:

· Refer matter to another  agency for investigation (  Child Protection, Disciplinary);
· Appoint an Investigating Officer to consider the formal complaint (this may be a manager or an independent person).

Note: in circumstances where a complaint relates to the Manager, the Director or an independent person (e.g. appropriate individual from another organisation) will oversee the complaints process. 

In deciding on the appointment of an Investigating Officer for a particular complaint consideration will be given to the individuals experience and objectivity, paying particular attention to the relationship to the complainant or individual being complained about. Consideration will also be given to the ability to meet the requirements and timescale of the procedure. 

Within 5 working days of receipt of a formal complaint, a letter should be sent by the manager/ management committee, to the complainant, acknowledging receipt and providing details of how the complaint will be dealt with. 
For example, the letter could confirm:
· The appointment of an Investigating Officer;
· Referral of the matter to another department or agency e.g. disciplinary. 
The Manager will forward all relevant documentation to the Investigating Officer/agency. (Where Investigating Officer appointed this will include formal complaint form and, where applicable completed Informal Complaint Form).

The Investigating Officer will proceed to undertake a detailed investigation into the complaint, which is likely to involve speaking with and/or meeting the complainant and any other relevant parties.

On completion of the investigation, the Investigating Officer, in consultation with the manager, will send the complainant a decision letter containing the following:

· Reasons for the decisions or recommendations made;
· An apology, if appropriate;
· Details of the complainant’s right to appeal the decision within 21 days of receiving the letter and guidance on how to do so.

It may be relevant in some circumstances for a visit to be made to discuss the written response and outcome.

Once the complaint has been dealt with, the Investigating Officer will complete section 2 of the formal complaint recording sheet/form and forward it to the manager.

On receipt of the completed form the manager will take one of the following steps:

(i) If the complaint has been resolved they will retain the form for recording and monitoring purposes.

(ii) If the complaint remains unresolved and the complainant has indicated that they wish to proceed to Stage 3 of the process (appeals panel) no action will be taken until the written appeal request has been received.

Note: Wherever possible, stage 2 complaints will be completed within 21 working days.
Stage 3: Appeal

If the complainant is not satisfied with the outcome at stage 2 and wishes to appeal the decision, they must do so in writing within 14 days of receiving the decision letter from stage 2. In the event of the complaint having already been investigated by an external agency there will be n right of appeal and the findings are final.
On receipt of the appeals request the manager will:

· Refer the matter to the management committee who will arrange for an appeals panel to be convened to consider the complaint;
· Send an acknowledgement letter to the complainant with 3 working days of receiving it;
· Forward all relevant documentation to the appeals panel.
The appeals panel will consist of:

· Two members of Threshold DAS Limited Management (one of who will Chair the meeting);
· One other individual (e.g. company secretary, legal advisor, appropriate individual from another Women’s Aid organisation or partner agency).

At least fourteen days notice will be given to the complainant regarding the time and venue of the panel meeting and inviting the complainant to attend.

The complainant will have the right to make a written submission to the panel. This must be submitted at least seven days before the date of the panel meeting.

The complainant can attend the appeal panel meeting and they can also choose to make an oral submission at the meeting if they wish. They also have the right to be accompanied by another person.

The appeals panel will meet before the date of the panel meeting to look over all the relevant paperwork. The complainant will also be sent all the relevant paperwork prior to the appeal panel meeting.

Within five days of the panel meeting, the appeals panel will send the complainant a decision letter containing the following:

· Reasons for the decisions or recommendations made;
· An apology, if appropriate;
· Details of the complainant’s right to refer the matter to the Welsh Government.

On completion of the investigation the appeals panel Chair will complete section 3 of the formal complaint recording sheet/form.

Note: Wherever possible, stage 3 complaints will be completed within 28 days.

Monitoring and evaluation

It is important that compliments and complaints are monitored in order to inform the way we provide our services and to achieve continuous improvement.

All compliments and complaints (stages 1, 2 and 3) will be recorded and monitored by Threshold DAS Limited
· Number of compliments and complaints;
· The nature and source of compliments;
· Nature of complaints;
· Whether complaints were upheld;
· Any actions needed in respect of responding to complaints;
· Emerging patterns or trends in respect of complaints;
· Compliance with the complaints process and timescales;
· Identification of any policy or procedural amendments required;
· Identification of any training needs.
Signed:
Trustee

Date:
Signed:
Trustee

Date:
Flowchart: Complaints procedure





Appendix1 

Stage 1 – INFORMAL COMPLAINT FORM
(To be completed by staff member dealing with complaint. Please attach any information relevant to complaint to this form e.g. letter from complainant)

	


1.  Date of Complaint                      
2. Complaint source:

	Service User
	

	Representative / Advocate
	

	Family or Friend
	

	Carer or guardian
	

	Neighbour / general public
	

	External or Partner Agency
	

	Local councillor /AM / MP
	

	Other
	


3. Method of Complaint:

	In Writing
	

	By Telephone
	

	In Person
	

	Fax
	

	Other ( please specify)
	


	


4. Name of Complainant: 

5. Address of Complainant:

	


	


6. Complaint received by:    
(Name and position of staff member)

7. Nature of Complaint:

	Standard of Service
	

	Lack of action
	

	Treated Unfairly
	

	Conduct of Staff member
	

	Other ( please specify)
	


8. Summary of complaint:
	


9. Was the complaint resolved at first point of contact?

Yes

 FORMCHECKBOX 
                            If yes please go straight to Q12    

                                          If no please complete the formal complaint 

No
  FORMCHECKBOX 

 form
10.  (a) Does the nature of the complaint require a referral to another agency for investigation (Child Protection)?

Yes                 FORMCHECKBOX 
                                            

No             
   FORMCHECKBOX 

please go straight to Q11
(b) If yes, complete the following 
	


(i)Details of agency to which matter referred:

	


      (ii) Date of referral:     

	


11.  Date complaint acknowledged         

	


12.  Acknowledged by: (name and position of staff member)
13. Summary of action taken

	


14. Summary of outcome

	


	


15. Date decision letter sent: 

If complaint not dealt within timescale, please provide reason and action taken to keep parties informed
___________________________________________________________________
________________________________________________________________________________________________________________________________________________________________________________________________
16. Is complainant satisfied with the outcome?  (Please tick appropriate box)

              Yes     FORMCHECKBOX 
                        No
 FORMCHECKBOX 

(b) If no, does the complainant wish to proceed to Stage 2 of the process? (Please tick appropriate box)


    Yes    FORMCHECKBOX 
                        No       FORMCHECKBOX 

Signed: …………………………………………….… (Staff member)

Signed: ……………………………………………….. (Manager)                                                                      

Please forward completed form to The Director, 32 Station Road, Llanelli SA15 1AN
Stage 2 – FORMAL COMPLAINT FORM

(To be completed by staff member dealing with complaint. Please attach any information relevant to complaint to this form e.g. letter from complainant)

	


1.  Date of Complaint                      

2. Complaint source:

	Service User
	

	Representative / Advocate
	

	Family or Friend
	

	Carer or guardian
	

	Neighbour / general public
	

	External or Partner Agency
	

	Local councillor /AM / MP
	

	Other
	


3. Method of Complaint:

	In Writing
	

	By Telephone
	

	In Person
	

	Fax
	

	Other ( please specify)
	


	


4. Name of Complainant: 

5. Address of Complainant:

	


	


6. Complaint received by:    
(Name and position of staff member)

7. Nature of Complaint:

	Standard of Service
	

	Lack of action
	

	Treated Unfairly
	

	Conduct of Staff member
	

	Other ( please specify)
	


8. Summary of complaint:

	


9. Was the complaint resolved at first point of contact?

Yes

 FORMCHECKBOX 
                           If yes please go straight to Q12    


                                          If no please complete the formal complaint 

No
 FORMCHECKBOX 

 form

10.  (a) Does the nature of the complaint require a referral to another agency for investigation (Child Protection)?

Yes               FORMCHECKBOX 
                                                

No                FORMCHECKBOX 

please go straight to Q11

(c) If yes, complete the following 

	


(i)Details of agency to which matter referred:

	


      (ii) Date of referral:     

	


11.  Date complaint acknowledged         

	


13.  Acknowledged by:

 (Name and position of staff member)

13. Summary of action taken

	


14. Summary of outcome

	


	


15. Date decision letter sent: 

If complaint not dealt within timescale, please provide reason and action taken to keep parties informed

___________________________________________________________________

________________________________________________________________________________________________________________________________________________________________________________________________
16. Is complainant satisfied with the outcome?  (Please tick appropriate box)

              Yes     FORMCHECKBOX 
                       No
 FORMCHECKBOX 

(b) If no, does the complainant wish to proceed to Stage 3 of the process? (Please tick appropriate box)


    Yes    FORMCHECKBOX 
                         No       FORMCHECKBOX 

Signed:                                                                    (Staff member)

Signed:                                                                   (Manager)                                                                      

Please forward completed form to The Manager, 32 Station Road, Llanelli SA15 1AN

Signed:
Trustee

Date:
Signed:
Trustee

Date:
Stage 1: Informal (to be completed within 14 working days)





The complainant should telephone, write or speak with a member of staff. Every effort will be made to resolve the matter at the first point of contact.





In some instances it will be necessary to refer the matter to a senior member of staff. Where this occurs the staff member will (in consultation with the manager):


Send the complainant an acknowledgement letter within 3 working days of receipt of the complaint;


On completion of the investigation send the complainant a decision letter. 





The staff member investigating the complaint must complete the Informal Complaint form and forward it to the manager.





Stage 2: Formal (to be completed within 21 working days)





All formal complaints must be made in writing and forwarded to the manager (for complaints considered at stage 1, this must be done within 14 days of receiving decision letter at Stage 1).





The manager in consultation with the management committee will:


Refer matter to another  agency for investigation (e.g.Child Protection) or


Appoint an Investigating Officer to consider formal complaint





Within 3 working days of receipt of the complaint an acknowledgement letter will be sent to the complainant.





Where Investigating Officer appointed they will on completion of the investigation send the complainant a decision letter.


complete Section 2 of the Formal Complaint Form and forward it to the manager/management committee.











Stage 3: Appeal (to be completed within 28 working days)





An appeal must be made in writing within 14 days of receiving the decision letter from stage 2 and forwarded to the manager/ management committee. 





The Board of Trustees will arrange for an appeals panel to be convened to consider the appeal.





The complainant will be given at least fourteen days notice of the time and venue of the panel meeting which they can attend.


The complainant can also make written and/or oral submissions to the panel. (7 days before hearing)





Within five days of the panel meeting the complainant will be sent a decision letter which will include information on the complainant’s right to refer the matter to the Welsh Assembly Government.





The Chair of the panel will complete Section 3 of the Formal Complaint Form and forward it to the manager/ board of trustees.
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