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POLICY
1. Introduction

In close-knit communities such as those offered by services at Mind in Furness (particularly the residential services and drop in services) it is inevitable that tensions will arise from time to time
This policy relates to Compliments and Complaints about services provided by Mind in Furness at The William Bingley Centre and Coniston House.

Mind in Furness believes that it is important those who use its services are able to comment on their experience of the service. Compliments and Complaints are equally important and both are welcomed as they allow us to learn from achievements and mistakes and contribute towards the development and maintenance of high quality standards.

This policy has been developed to ensure that all feedback is given due respect and is dealt with thoroughly and as quickly as possible.

2. Guiding Principles

Mind in Furness believes that it is essential that there are clear and easily understood procedures available for anyone using its services.

Mind in Furness reserves the right to refuse to investigate a Complaint in cases where the person making the Complaint persistently refuses to follow the Complaints procedure or is threatening, abusive or violent.

When a Complaint is deemed to be frivolous, vexatious or malicious Mind in Furness may not proceed with investigating the Complaint. We will not use these definitions to avoid investigating legitimate Complaints of whatever kind. 

Any investigation arising from a Complaint will be carried out by an appropriate and independent person who has not been involved in any way in the incident from which the Complaint arose.

Confidentiality will be respected. Note - This principle will only be breached in exceptional circumstances and at the discretion of the Chief Officer. 

Anyone making a Compliment or Complaint may be represented by an advocate or supporter of their choice at any time.

The main reasons for anonymous complaints are often fear of reprisal or criticism or a lack of confidence. Mind in Furness will work to encourage an environment of trust and respect where people feel able to discuss issues with staff members in confidence and with faith in this Policy and its Procedures.

Paid workers that have a Complaint should refer to the Mind in Furness Grievance Procedures.

      3. Time scales 
Mind in Furness will accept Compliments without time limits.
Usually we will only investigate Complaints that are made within six months of the event.  If this time limit has expired the Chief Officer may use her/his discretion to implement an investigation.

       4. Definitions

A Compliment is an expression of praise or commendation. Compliments are welcomed as they are a good way to recognise the efforts and skills of Members, Staff and Volunteers and often boost morale.

A Complaint is an expression of dissatisfaction about something that has or has not been done and may relate to a number of areas including but not limited to service provision, staff or Members.   When a Complaint is made against a member of staff, this policy may need to be read in conjunction with the Mind in Furness Disciplinary Procedure.

Frivolous Complaints are those that focus on a trivial matter which is out of proportion to its significance and where a reasonable explanation of the triviality of the subject matter does not suffice to end the Complaint. This would include Complaints that, even if true, would be so trivial that no reasonable person would find them worth pursuing. 
Vexatious Complaints are those that are grossly unreasonable or frivolous Complaints that are made repeatedly, for example subtly changing the substance of the Complaint even though the core issue has been resolved.  Unwillingness to accept documentary evidence as factual may also be called vexatious, as may a refusal to clearly identify the core issue of a Complaint despite the reasonable efforts of staff. 

Malicious Complaints are those where the complainant knows there are no reasonable grounds for a Complaint, for example deliberately intending to deceive or mislead the investigation of a Complaint or making the Complaint with an ulterior motive.  This section of this policy should be read in conjunction with the Suspension and Exclusion Policy
    5.  Access to Information and Support:

Members will be informed about this Policy and Procedure when they begin to use the service and will also be given a Member’s handbook which contains further information.

A copy of this Policy & Procedure is on display in the public areas and in the Office at the William Bingley Centre and at Coniston House.  Members may request a printed copy from a member of staff.  

Service users and volunteers who pursue a complaint against Mind in Furness should expect staff and board members to continue to give advice and support in the spirit of this policy.
When necessary Mind in Furness will seek to:

· Make written material available in an appropriate translation; 

· Arrange for an interpreter to be at any interview; 

· Arrange for Braille copies to be provided

· Accommodate any difficulties in communication.

Procedure
1. Introduction

This procedure should be read in conjunction with the associated Policy. It explains the procedure for submitting a Compliment or Complaint to Mind in Furness. 
2. Compliments 

Compliments may be made verbally or in writing and may be made directly to a member of staff, whilst attending the Members Council or Open Members Meetings. A Compliments form is available in the public areas or on request from the office at the William Bingley Centre or Coniston House. Compliments do not need to be submitted on the proscribed forms but they should be recorded by the member of staff, volunteer or Board Member in the Compliments File held in each of these offices.
3. Complaints

Complaints may be made verbally or in writing and may be dealt with informally at Stage 1 or formally at Stage 2 & 3 as appropriate. Complaints forms are available in the public areas or on request from the office at The William Bingley Centre and Coniston House 
The Complaints procedure is essentially a 3 stage one.

Stage 1.  
Some Complaints can be dealt with through an informal discussion between the complainant and a member of staff. The staff member dealing with Stage1 will aim to resolve the matter immediately if this is at all possible.  The staff member who has dealt with the matter will then make a verbal response to the complainant advising him/her of the outcome of their Complaint. 

In dealing with a Stage 1 Complaint the following guidance should be observed;
· Staff will make every effort to engage with the person making the Complaint straight away;

· The complainant should be given ample opportunity to express her/his views and staff must decide whether this is best done openly and/or in private. They should also assess whether the person making the Complaint should be present;
· The complainant should be listened to very carefully, she/he should be encouraged to indicate what she/he hopes to achieve by  complaining;

· Complaints should be carefully recorded noting what steps have been taken to resolve the complaint.
· If the Complainant is not completely satisfied she/he should be advised on the procedure for making a formal Stage 2 Complaint following the procedure set out below.
Notifying Insurance Company

When a Complaint is received relating to any of the following the Insurers must be notified by telephone and then in writing, usually by the Chief Officer. The Chair and Trustees must also be informed.  

a. Abuse – allegations of abuse of any nature involving staff, volunteers or other service users that would instigate Safeguarding procedures.

b. Serious Accidents - occurring in the workplace or at any Mind activity that meet RIDDOR criteria or where an individual is hospitalized or has to take time off work as a result of a serious accident. (RIDDOR – Reporting of Injuries, Disease and Dangerous Occurrences Regulations. These regulations place a statutory obligation on the employer to report deaths, injuries, diseases and "dangerous occurrences" that take place at work or in connection with work.)
c. Reputational risk – Complaints against Trustees or the Chief Executive.

The complainant will be notified in writing that the Complaint has been referred to the insurers and that any further action will be with the insurer’s input and following their guidance.

Stage 2
Where a Complaint cannot be resolved at Stage 1 or where the matter is considered to be too serious for an informal approach Stage 2 procedures will be invoked.  The Complaint should be submitted in writing to the Chief Officer or Chair. Assistance should be provided for anyone that has difficulty producing a written Complaint. 

Stage 2 Complaints will be dealt with by the most appropriate person as indicated below.

	Complaint relating to:
	Investigating Officer

	Staff
	Service Manager OR Chief Officer 

	Services Manager or Chief Officer 
	Chair

	Policy/Procedure/Organisation/Other 
	1)Service Manager/Chief Officer –

2)Board Member

	Chair
	Select Body of Board Members (guidance can be sought if appropriate from CVS)


The person appointed to deal with the complaint will:
a) interview the complainant and others involved; 

b) present her/his findings and recommendations in a report setting out:

· The Complaint

· The details  of the investigation

· The outcome of the investigation 

· A recommendation on whether the Complaint is upheld.
· Stage 3 appeal procedures.
 c)
make the report available, no later than 10 working days after the Complaint was received; to the complainant, staff members concerned,  the Board of Trustees and to any other interested party 
N.B. It may not be always possible to adhere to timescales due to staff shift patterns and availability of members of the Board of Trustees.  In such a situation, this will be fully explained to the complainant and an agreement reached as to resolution timetable.

Stage 3 - Appeal
If complainant is not satisfied with the outcome of Stage 2 she/he may proceed to Stage 3. In this case they should write to the Chair of the Board outlining why they are dissatisfied. The Stage 2 investigator should ensure all paperwork relating to the investigation is handed over to the Chair who will investigate the matter along with at least one other Member of the Board or, if appropriate, delegate the matter to two Members of the Trustee Board.

The findings of the investigatory panel will be reported to the next regular Trustee Board meeting. The decision of the Board will be final. The complainant will be advised of the decision, in writing, within 5 working days of the Trustee Board meeting.
4.   Record Keeping
A record of all Compliments and Complaints must be kept and recorded in the 

Compliment File or Complaint Registers on the relevant forms:

(Appendix A & B) 

An entry should be made on the Complaints Log (Appendix A) in the front of   

the Complaints Register.  A corresponding numbered pocket should follow for 

each separate Complaint.  A cardboard insert is placed in the front of each 

pocket to maintain confidentiality

The Complaint summary sheet (Appendix B) should be completed and signed and dated by the investigator and the line manager at the end of each stage of the procedure.

The Chief Officer is responsible for monitoring Compliments and Complaints and keeping the Board informed of the relevant details.  At the conclusion of an investigation the Chief Officer will sign to say the outcome is noted and that the Board has been informed.

A copy of all the papers relating to a Complaint and its investigation should 

be: 
· Kept in the Member or Residents file

· Kept in the Complaints Register

· Treated as confidential

· Kept in a locked cabinet in the office at Coniston House or The William Bingley Centre.

        5.   Anonymous Complaints
 Anonymous complaints should be brought to the attention of the Chief Officer

The Chief Officer will be responsible for dealing with anonymous Complaints as she/he thinks fit and subject to the amount of evidence available in the Complaint. 
  6.   Frivolous, vexatious and malicious complaints 

The Chief Officer will decide if a Complaint is vexatious, frivolous or malicious according to the definitions in the Policy attached to this procedure. The Chief Officer will write to the complainant with their decision and an explanation of their reasoning. The decision will also be submitted in writing to the Board of Trustees for their information.  The complainant will be informed that if they wish to challenge this decision they may appeal to the Chair of the Board in writing in line with Stage 3. 
7.   Useful Addresses to Follow Up Complaints
Housing Management 
If the complaint is regarding a Housing Management issue at Coniston House complaints will be directed to: Accent Foundation, 19/21Alder Close, Moss Side, Leyland, Lancs. PR26 7TT. 
Housing Ombudsman 

A referral may be made to the Housing Ombudsman if the Complainant is not satisfied with their response from Accent Foundation.

Housing Ombudsman Service, 81 Aldwych, London, WC2B 4HN.

Telephone: 0300 111 3000      Fax: 020 7831 1942
info@housing-ombudsman.org.uk
William Bingley Centre, School Street

If after Stage 3 you are still unhappy with the outcome you have the right to complain to: The Complaints Manager, Adult and Local Services Directorate, Cumbria County Council, Contracts Team, 3rd Floor, Civic Centre, Rickergate, Carlisle. CA3 8QG
 

socialcare.complaints@cumbriacc.gov.uk   
 

Telephone: 01228 227142

Appendix A-Complaints Log
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Appendix B Complaint Summary Sheet

	Complainants Name


	Name of Investigator

	Date of Complaint


	Tick to confirm the Investigator’s line manager has been informed.    (

	Date of Incident


	Summary of Incident

	Nature of complaint (Please indicate)

Complaint against staff member

Complaint against another Member

Complaint about Policy or Procedure

Complaint about other services

Other 


	

	Action Taken Stage 1

	

	Outcome:


	Signature of investigator and date

Signature of line manager and date

	Action taken Stage 2

	

	Outcome:


	Signature of investigator and date

Signature of line manager and date

	Action Taken Stage 3

	

	Outcome :


	Signature of investigator and date

Signature of line manager and date

	Outcome noted by Chief Officer 

	Signature of Chief Officer and date

	Outcome reported to Board
	Date


	Approved

KD


	Authorised
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