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Age Cymru Gwent
Comments, Compliments and Complaints Procedure Information Leaflet
Age Cymru Gwent is committed to providing high-quality services that respond to the needs of our service users. Service users, their families, carers, and professionals who have requested or been referred for a service have the right to share comments, compliments, or complaints. All feedback is taken seriously, listened to carefully, and, where necessary, fully investigated. We aim to respond to all concerns with respect, courtesy, and in a timely manner.
Making a Comment or Paying a Compliment Procedure
Service users who have accessed support from our services will receive a feedback form and a pre-addressed envelope to return to Age Cymru Gwent once their support has ended. A letter is included explaining the importance of feedback in helping us improve and develop our services.
If someone wishes to make a comment or offer a compliment about any aspect of Age Cymru Gwent’s work, or about a specific member of staff, they can send an email to: reception@agecymrugwent.org or request that their verbal feedback is recorded and passed to the Office Facilitator. Comments are shared with the relevant staff member, Service Manager, and the Head of Operations, and may also be shared anonymously on our social media.
The Complaints Procedure	
Age Cymru Gwent aims to provide information, services and support in a friendly and effective way. However, we recognise that sometimes things may not go as expected. Our complaints procedure allows us to address concerns consistently, learn from feedback, and identify opportunities to improve our services and support. It also enables us to record compliments and suggestions about our work.The procedure is designed to be simple to use, fair, and timely.
There are three distinct stages to the procedure:
· Step 1 – The Informal stage
· Step 2 – The Formal stage
· Step 3 – The Appeals stage

Step 1 – The Informal stage
Many concerns or complaints can be resolved quickly and informally. In the first instance, the issue should be raised with the employee or volunteer providing the service, who will address it in line with Age Cymru Gwent’s values and mission. Most issues can be resolved at this stage.
Step 2 – The Formal stage
If the complaint is unresolved utilising Step 1- The Informal stage, this should be put in writing (assistance can be arranged if required through an independent advocacy service) and sent to:
Age Cymru Gwent,
Chief Executive Officer
124-128 High Street
Blackwood
NP12 1AF.

Or via email to: reception@agecymrugwent.org

Complaints will be acknowledged in writing within 5 days, using the same format in which the complaint was received. A formal response will normally be provided within 28 working days. If a full investigation is required and more time is needed, the complainant will be informed of the extension.
Step 3-The Appeals Stage
If the complainant is not satisfied with the response, they may appeal by writing to the Chief Executive Officer (CEO) via the main head office or the email address provided.
Step 4-The Formal stage. 
The Chief Executive Officer (CEO) will arrange for a complaints panel of two Board of Trustees members within 21 days of the complaint appeal. The panel will review the complaint, gather relevant information, and seek views from those involved. A decision will normally be made within 28 working days, with an interim update provided if more time is needed.
If the complainant remains dissatisfied, they may request a further appeal on the grounds of a procedural error or new evidence. A new panel of two different Trustees will review the case within 21 working days. This decision will be final.
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