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BS03		Complaints Procedure

1. Policy Statement
1.1 Shared Lives South West recognise that any expression of dissatisfaction with our service, whether justified or not, should be considered as a complaint and be responded to appropriately. 

1.2 By listening and responding to complaints effectively, Shared Lives South West aim to put mistakes right, improve how we work, and build honest, respectful and trusting relationships with those we work with.

1.3 Shared Lives South West recognises the importance of clear procedures to handle complaints in a fair, timely and consistent manner.


2. General Principles
2.1 Shared Lives South West will ensure that:
· making a complaint is as easy and accessible as possible
· all complaints are dealt with promptly and politely 
· we treat all complaints seriously, with an honest and open mind
· people are kept informed of the progress of their complaint
· where appropriate, complaints will be handled confidentially
 
2.2 Sufficient time and resources will be afforded to support fair, consistent and timely complaint outcomes being reached.  

2.3 Suitable trained individuals will be assigned to conduct key roles, ensuring a fair objective process is followed.  

2.4 Where complaints are upheld, Shared Lives South West will respond in the right way by providing an explanation, an apology, and information of any action that will be taken.


3. Informal Complaints
3.1 Shared Lives South West recognise that many complaints will be raised informally and dealt with quickly. This might include:
· errors or misunderstanding in communication
· clarification of information or decisions
· minor or unexpected delays in actions
· minor mistakes that can be rectified quickly without harm caused

3.2 Wherever possible and appropriate, staff are encouraged to resolve informal complaints quickly through an informal approach. 

3.3 Where there has been an error or omission on the part of Shared Lives South West that led to the informal complaint, it should be recorded and passed to a member of the Leadership team. The Leader may then consider if any further action is required, such policy change or practice improvement.

3.4 If a complaint cannot be satisfactorily resolved informally, then the formal complaints procedure should be followed.


4. Formal Complaints 
4.1 Anyone can raise a formal complaint if they feel raising it informally has not worked, they do not want it dealt with informally, or they believe it is a very serious issue that the Leadership team should respond to.

4.2 Formal complaints should be made in writing or via email to the Chief Executive, setting out what the complaint is about, any evidence and any suggested resolutions. Reasonable adjustments will be made to assist people who are unable to make their complaint in writing. 

4.3 The Chief Executive can be contacted via: 

[bookmark: _Hlk171703941]Dominic Spayne
Shared Lives South West 
Suite 3, Zealley House, Greenhill Way, Kingsteignton, Devon,TQ12 3SB
Dspayne@sharedlivessw.org.uk

4.4 The Chief Executive will acknowledge receipt of the complaint within five working days and allocate a member of the Leadership team to investigate and respond to the complaint.  

4.5 [bookmark: _Hlk94080997]If the complaint concerns the Chief Executive, it should be made in writing or via email to the Chair of the Board of Trustees to investigate and respond to. 

4.6 The Chair of the Board of Trustees can be contacted via:

Christian Jenkins
Shared Lives South West
Suite 3, Zealley House, Greenhill Way, Kingsteignton, Devon,TQ12 3SB
Cjenkins@sharedlivessw.org.uk 


5. Investigation
5.1 The Leader assigned will first discuss the matter with the complainant by phone or in person. This discussion will provide an opportunity to seek further information about the complaint, clarify the desired outcome, and outline how the complaint will be handled. 

5.2 The Leader assigned will carry out an appropriate and objective investigation to establish any other relevant facts of the matter, the extent of which will depend upon the nature of the complaint. Ordinarily the investigation will be conducted in line with the ACAS ‘Guide to Conducting Workplace Investigations’.

5.3 Ordinarily the investigation should be completed within 10 working days following the meeting with the complainant. Any anticipated delays should be communicated to the complainant. 


6. Outcome
6.1 [bookmark: _Hlk93480463][bookmark: _Hlk94086019]The Leader assigned will consider the matter carefully and communicate the outcome to the complainant, in writing, without unreasonable delay and, where appropriate, will set out what action will be taken to resolve the complaint. The complainant will be informed that they can appeal if they are not content with the outcome or action taken.

6.2 [bookmark: _Hlk94086205]In some situations, reaching an outcome might be delayed as the matter requires further investigation. In this case the complainant will be informed of the delay and told when they can expect to be informed of the outcome. 

6.3 Depending on the nature of the complaint additional actions may be taken, such as raising a safeguarding, notifying the Care Quality Commission, or beginning an internal disciplinary procedure. Such actions may delay the complaint procedure and, due to confidentiality, it might not always be possible to provide all details to the complainant. 


7. Appeal Procedure
7.1 [bookmark: _Hlk94087485]A complainant has the right to appeal against the outcome or action taken following a formal complaint. The complainant should outline the grounds for their appeal in writing to the Chief Executive within 5 working days of receiving the letter confirming the outcome. 

7.2 [bookmark: _Hlk94087554]The Chief Executive will appoint an appropriate individual to hear the appeal, who will discuss the matter with the complainant by phone or in person. This discussion will provide an opportunity to seek further information about the appeal, clarify the desired outcome, and outline how the appeal will be handled. 

7.3 [bookmark: _Hlk94088690]The individual hearing the appeal will consider the matter carefully and communicate the outcome to the complainant, in writing, without unreasonable delay and, where appropriate, will set out what action will be taken to resolve the complaint.
[bookmark: _Hlk94088747]
7.4 The decision of the appeal meeting is final.


8. Further Steps
8.1 If the complainant feels that Shared Lives South West has not treated them fairly or not done what we reasonably could, then they may take their complaint to the Local Government Ombudsman (LGO) and ask for it to be reviewed. The LGO provides a free, independent service. To contact the LGO, telephone 0300 061 0614 or email advice@lgo.org.uk or visit www.lgo.org.uk.

8.2 The LGO will not usually investigate a complaint until Shared Lives South West has had the opportunity to respond and resolve matters.

8.3 Shared Lives South West is registered with the Care Quality Commission (CQC). CQC will not normally get involved in individual complaints about providers but is happy to receive information about our services at any time. The CQC can be contacted at: Care Quality Commission National Correspondence, Citygate, Gallowgate, Newcastle Upon Tyne, NE1 4PA
Telephone: 03000616161
https://www.cqc.org.uk/contact-us/how-complain/complain-about-service-or-provider 


9. [bookmark: _Hlk94089092]Recordkeeping and Confidentiality
9.1 Sufficient minutes will be taken for all meetings and discussions relating to formal complaints and appeals. 

9.2 Complaints will be handled with as high a degree of confidentiality as is practicable, particularly when the issue is of a sensitive nature. Complainants should note that to investigate a complaint, it may be necessary to talk to other people who may become aware of the complaint, and this may be unavoidable.

9.3 Confidential records of the complaint will be kept on file in accordance with Data Protection legislation. 


10. Review
10.1 This policy will be reviewed every two years, or earlier if required.

10.2 This policy requires formal board approval.


11. Responsibilities
11.1 [bookmark: _Hlk94089424]The Chief Executive Officer has overall responsibility for the implementation of this policy.

11.2 The Leadership team and Board of Trustees are required to be familiar with this policy and how it should be deployed. 
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