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COMPLAINTS POLICY

Should a complaint about the service arise the following procedure will ensure the process is dealt with promptly.

In the first instance if possible the complaint should be discussed with the APPROPRIATE PERSON who will record and endeavour to reach a satisfactory conclusion.

The APPROPRIATE PERSON will usually be the service manager for the relevant service. 

If this course of action does not resolve the problem satisfactorily, you should then contact the Chair who will investigate and advise appropriately:

The Chair
Advocacy West Wales/Eiriol Gorllewin Cymru
 36-38 High Street
 Haverfordwest
SA61 2DA

Procedure:
Oral complaints

1.	All oral complaints should be taken seriously and should be reported as soon as reasonably practicable to the line manager. 
2.	Any member of the AWW/EGC team (employee, Trustee or volunteer) who receives an oral complaint should seek to solve the problem immediately. 
3. 	If they cannot solve the problem immediately they should offer to get the appropriate person to deal with the problem. 
4. 	All contact with the complainant should be polite, courteous and sympathetic. There is nothing to be gained by anyone adopting a defensive or aggressive attitude. 
5. 	At all times members should remain calm and respectful. 
6. 	Members should not accept blame, make excuses or blame others
7. 	After talking the problem through, the appropriate person or the member of AWW/EGC dealing with the complaint should suggest a course of action to resolve the complaint. If this course of action is acceptable then the member of AWW/EGC should clarify the agreement with the complainant and agree a way in which the results of the complaint will be communicated to the complainant (i.e. through another meeting or by letter). This should be recorded on the client case notes. 
8. 	If the suggested plan of action is not acceptable to the complainant then the member of AWW/EGC should ask the complainant to put their complaint in writing to AWW/EGC and give them a copy of AWW/EGC's complaints procedure. 
9. 	In both cases details of the complaints should be recorded.

Serious or written complaints

STEP 1. 

Preliminary steps: 

(a) 	when a complaint is referred on to an appropriate person or is received in writing it should be passed on to the appropriate person who should record it in the Complaint Book and send an acknowledgment letter within seven working days; the appropriate person will be the named person who deals with the complaint through the process.
(b) 	if necessary further details are obtained from the complainant; if the 	complaint is not made by the client but on the client’s behalf, then consent 	of the client, preferably in writing, must be obtained from the complainant 
(c) 	a leaflet detailing the charity’s procedure should be forwarded to the 	complainant 
(d)	 if the complaint raises potentially serious matters, advice should be sought from 	a legal advisor to AWW/EGC; if legal action is taken at this stage any investigation by 	AWW/EGC under the complaints procedure should cease immediately 
(e)	 if the complainant is not prepared to have the investigation conducted by 	AWW/EGC they should be advised to contact the provider of the independent review 
Service (address given in this document) and be given the relevant contact details. 

STEP 2. 

Investigation of the complaint by AWW/EGC: 

(a) 	immediately on receipt of the complaint AWW/EGC should launch an investigation and within 28 days AWW/EGC should be in a position to provide a full explanation to the complainant, either in writing or by arranging a meeting with the individuals 
	concerned.
(b) 	if the issues are too complex to complete the investigation within 28 days, 	the complainant should be informed of any delays. 
(c)         there may be circumstances when it is not appropriate to deal with the complaint internally and a recommendation is made by the APPROPRIATE PERSON to deal with the matter by independent investigation. 

STEP 3. 

Meeting: 

(a)	 if a meeting is arranged the complainant should be advised that they may 	if they wish bring a friend or relative or a representative. 
(b) 	at the meeting a detailed explanation of the results of the investigation should 	be given and also an apology if it is deemed appropriate (apologising for what 	has happened need not be an admission of liability). 
(c) 	such a meeting gives AWW/EGC the opportunity to show the complainant that 	the matter has been taken seriously and has been thoroughly investigated. 

STEP 4. 

Follow-up action: 

(a) 	after the meeting, or if the complainant does not want a meeting, a written account of the investigation should be sent to the complainant, this should include details of how to approach the independent reviewer if the complainant   is not satisfied with the outcome.
(b)	 the outcomes of the investigation and the meeting should be recorded in 	the Complaint Book and any shortcomings in organisation procedures should be 	identified and acted upon.
(c) 	AWW/EGC should discuss complaints and their outcome at a formal business 	meeting and AWW/EGC should audit complaints every six months

If your complaint is still unresolved, or we consider it is necessary at any stage to ensure a transparent and safe complaints process, another local advocacy organisation, Pembrokeshire People First, may be asked and agree to act as independent investigator or reviewer or independent advocate to enable you to pursue your complaint. 

They can not pursue both roles in the same complaint process. Where independent advocacy is required to enable you to pursue your complaint and an independent investigation or review is required, the advocacy organisation will be asked to support you with your complaint and an alternative independent investigator or reviewer will be sourced. An investigation or review service may be made available via the Wales Council for Voluntary Associations (WCVA).
	


This policy to be reviewed at least once a year or if changes to legislation or guidance indicate an earlier review.   

Dated………18.12.19……………………………………
Signed………………………………………….
Chair of Trustees, AWW/EGC

Review date......Dec 2019
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