[image: image1.jpg]sl WA I

Children and Families





Comments, Compliments and Complaints Policy

[image: image1.jpg]
Comments, Compliments and Complaints Policy

Introduction

Children & Families is committed to the highest standards in its dealings with service users. It is only by receiving feedback that we know what changes need to be made and so we welcome feedback at all times.  Comments may be made in writing, by telephone or face-to-face. 

Policy

The aim of this policy is to ensure that any comment relating to our activities or the conduct of our staff is handled effectively and promptly to the satisfaction of all concerned.  

In particular it is important that any complaint is dealt with fairly and quickly, acknowledging that complaints can be resolved promptly, informally and satisfactorily if all parties commit time and space to work through the issues of concern.  All compliments should be shared openly.

Comments

Any comments about our services or staff will be acknowledged by a manager and passed on to relevant staff members.

Compliments

A compliment is an expression of satisfaction with a service and may be about an individual staff member, team or a service as a whole. Everybody likes to be appreciated and we are keen to encourage positive relationships at all levels. Anyone wishing to make a comment or compliment can do so in person, by phone, email or letter.  

Compliments relating to individual members of staff will be recorded by managers; copies will be placed on relevant individual staff members’ files and shared across the organisation.

Complaints

A complaint is when a service user expresses dissatisfaction with a service, the actions of the organisation as a whole or with an individual member of staff or volunteer. Anyone wishing to make a complaint can do so by following the process below.  
We will normally acknowledge complaints within 3 working days. We will also normally provide a full response within 10 working days and, if a lengthy investigation is involved explain this and attempt to report back on the investigation within twenty working days from the date of the complaint. 
All written complaints must be investigated and where a complaint has been investigated, the complainant must be notified of the outcome of the investigation within 28 days of us having received the complaint. A written record of all complaints and their outcome must be kept. 
1. Any complaint or grievance should be taken up immediately with the staff member responsible, or if appropriate the line manager of the staff member and dealt with informally in the first instance. 
2. If for whatever reason an informal resolution is not possible, then the attached ‘Complaint Form’ should be completed and sent to the Company Secretary who will appoint a senior member of staff to investigate. They will attempt to resolve the dispute and provide a confidential written report to the Company Secretary, who will then report back to the complainant.

3. If there is no satisfactory resolution at this stage the Company Secretary will meet the aggrieved parties promptly and a confidential written record of his decision will be sent to the complainant.

4. If resolution is not possible here, an independent external arbiter may be invited to help resolve the dispute and a confidential written report will be made to the Board.
NB 
a) If at any stage there is any perceived conflict of interest the Company Secretary will, in consultation with the Chair, invite other managers to participate in the process.

b) Any complainant may choose to be accompanied at any stage of the process.

c) For seconded staff this process will run in parallel with the employer’s complaint procedure.

d) Any complaint about the Company Secretary should be made in writing to the: Chair of the Board, C&F, Seashells, Rose St, Sheerness, Kent. ME12 1AW.
e) Any complaint regarding Ofsted registered services can be reported to Ofsted by calling 0300 123 4666.
Complaint Form
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Please complete and return in an envelope marked ‘confidential’ to the: Company Secretary, C&F, Seashells, Rose Street, Sheerness, Kent ME12 1AW.
	Your name:



	Child’s name (where relevant):



	Your relationship to the child (where relevant):


	Address:

Postcode:

Day time telephone number:

Evening telephone number:



	Please give details of your complaint.

 

	What action, if any, have you already taken to try and resolve your complaint. 

(Who did you speak to and what was the response)?



	What actions do you feel might resolve the problem at this stage?



	Are you attaching any paperwork? If so, please give details.

  

	Signature:

Date:



	Official use

Date acknowledgement sent:

By whom: 

Complaint referred to:

Date: 







Arrangements for Review:  





Jim Duncan is responsible for the implementation of this policy and conducting regular reviews.  This policy was reviewed in January 2024:








Next review date:  January 2025
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