Complaints procedure

· Complaints can be made in person, by phone, by letter or        e-mail
· All complaints should be treated confidentially
· Complainants should be given a copy of our complaints procedure for clients ‘If you are not satisfied with our service, we can help!’
· The Complaints Form and Complaints Log should be filled out for all complaints received; all paperwork should be attached to the back of the form Please see below with for ALL written complaints 
· All written complaints should be passed to the Director immediately. The Director will fill out the Complaints Form and Complaints Log, as necessary
· For minor complaints that can be resolved quickly and fairly, the action should be noted on the complaints form and in the complaints log by the person who dealt with the complaint. This should be signed off by a member of the management team
· Our aim is to resolve any complaints within 24 hours and the outcome should be acceptable to all parties involved
· If a staff member is unable to settle the complaint or there are any concerns, please hand it over to the Director who will act accordingly
· For more serious or complex complaints, the complainant should be notified in writing of the proposed action within 5 working days 
· The Director may decide to keep details of the complaint, action and outcome confidential from staff and / or the Management team. The complaints form and log will state this and be signed by the Director. All relevant paperwork will be kept secure and only accessed by the Director and Trustees
· The Director has the duty to notify any external agencies or Ombudsman as necessary, depending upon the nature of the complaint
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