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	Document Description
Age UK Exeter aims to provide high quality services and to be responsive to the wants and needs of service users.

However, things to go wrong sometimes and this policy outlines the steps staff and volunteers should take if a complaint is made.  Note: these procedures do not cover matters of law or where a policy investigation may be involved.

These procedures should be viewed alongside the Complaints Policy.

	

	Implementation & Quality Assurance
Implementation is immediate and this Policy shall stay in force until any alterations are formally agreed.  The Policy will be reviewed every two years by the Board of Trustees, sooner if legislation, best practice or other circumstances indicate this is necessary.  

All aspects of this Policy shall be open to review at any time. If you have any comments or suggestions on the content of this policy please contact Sue Stride, s.martyr@ageukexeter.org.uk or at Age UK Exeter, 138 Cowick Street, Exeter, EX4 1HS, 01392 455600


Responding to Complaints from 
Service Users

Procedures for Staff and Volunteers
These procedures should be read alongside
the Complaints Policy
(These procedures do not cover matters of law or 
where a police investigation may be involved)
Service users, their families and carers have the right to raise concerns, objections or make complaints about the services they receive. They also have a right not to be disadvantaged, discriminated against or made to feel intimidated in any way as a result. All concerns and complaints from service users or others should be taken seriously, listened to carefully, investigated fully where necessary, and responded to with respect and courtesy.

· Some concerns or complaints will, by their nature, be easy to resolve immediately to everyone’s satisfaction. Staff and volunteers responding to such concerns or complaints should inform their Service Co-ordinator of their actions as soon as is practical.  If the complaint has been resolved to the satisfaction of all concerned, it is not necessary for it to be recorded in Charitylog.  However, if the complaint reaches the formal stage the Service Co-ordinator should log the details onto the clients Charitylog record (under a new complaints project) and flag it up to the QA & Systems Manager (via Charitylog action) to note for reporting purposes.  Any supporting documents, such as letters, should be uploaded to the client’s Charitylog record.

· If the concern or complaint cannot be quickly resolved to everyone’s satisfaction, you should inform the complainant that the matter will be referred to the relevant Service Co-ordinator for resolution.
· If the Service Co-ordinator is unable to resolve the issue to the satisfaction of the service user, the complaint should be referred to the Services Manager or Director and the complainant advised to put their complaint in writing to the Services Manager or Director.  At this point the complainant should be asked by the Service Co-ordinator if they would like a copy of Age UK Exeter’s Complaints Policy and, if so, they should be provided with a copy within three working days.
· The Services Manager or Director will investigate the complaint and respond to the complainant within ten working days of receipt of the formal complaint, updating the client’s Charitylog record as appropriate

· If the issue still cannot be resolved the complainant will be provided with the Charity’s Complaints Policy within three working days of recognising the failure to resolve the issue. An accompanying letter will also be sent advising the complainant that they can put their complaint in writing to the Chair of Age UK Exeter, if they so wish, under Stage 3 of the Charity’s Complaints Policy for Service Users.

· If the complainant decides to raise the complaint with the Chair of Age UK Exeter’s Board of Trustees, the Chair will follow the procedures laid out in the Complaints Policy, convening a Complaints Sub-committee within ten working days of receipt of the written complaint.
· If the complainant is in receipt of one of our Day Services or Enabling Service contracted by DCC and the complainant is not satisfied with the outcome of the investigations, they (or their carer, relative, representative or advocate) are entitled to contact:


Customer Relations Team


Devon County Council


Room 120, County Hall


Topsham Road


Exeter


EX2 4QD


Telephone: 0800 212 783


Email:  customer.relations@devon.gov.uk
Or they may contact the Commissioner direct.

Complaints referred to any of the Senior Management Team will be reported to the next meeting of the Standards Committee and annually to the full Board of Trustees.
If a complaint is made about a member of staff the Staff Disciplinary Procedure will be followed.

The Complaints Policy should not be used by staff who should use the Staff Grievance & Disciplinary Procedures.

Note: These procedures sit alongside the Complaints Policy
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