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Age UK Maidstone tries at all times to ensure our services are the best that they can be. We also recognise that sometimes our clients will want to let us know that they are not happy about something that we have done - or have not done. Hopefully we can sort out these problems to the satisfaction of the clients but on occasions, this will not be possible. 
A complaint is defined as an expression of dissatisfaction about Age UK Maidstone, its activities, personnel or governing body, which requires a response. Complaints may also include concerns about discrimination, provision of inaccurate information, delays, poor facilities, or abuse.
The Complaints Procedure is the process by which we are informed that something has gone wrong, with the assurance that complaints will be taken seriously. Problems can often be resolved face to face, or by telephone, but occasionally this may not be possible and a formal complaint may be necessary. 
Complaints should be raised within 3 months of the matter in question

Making a complaint will not compromise the provision of any future services and support.
You may of course at anytime make comments about any aspects of our service to an appropriate external organisation. Example of relevant organisations are Care Quality Commission National Customer Service Centre Citygate Gallowgate Newcastle upon Tyne NE1 4PA, or Adult social services and health, County Hall, Maidstone, ME14 1XQ
Alternatively, a complaint can be made using the Age UK Maidstone complaints form available in our day centres, our head office in Mill Street, or from the website, addressed to the Chief Executive Officer. If the form is returned to us, the complaint will be recorded and acted on. 

When putting a complaint in writing, it would be useful to let us know: 

· What the complaint is about. 

· A brief history from your point of view. 

· What should happen next? 

· The names of any Age UK Maidstone staff with whom you have been dealing.

When a complaint is received, we will:
· Appoint a senior member of staff will look into the complaint and that person will contact the complainee 
· Try to put it right. 

· Give you a reply within a fortnight of receiving the complaint.

If we are unable to give a full reply within a fortnight, for example, the complaint is complicated or some research may be needed before answering in full, we will, at the very least, acknowledge within a fortnight that a complaint has been received. 

When that is so: 

· We will aim to give a full reply within four weeks of receiving the complaint. 

The Senior staff member will:

· Start a file for the complaint which will include all correspondence, notes of any staff or client interviews and any other relevant documentation

· Their written conclusion and any suggested follow on action

· Notes on any corrective action taken

In cases where the complainee is dissatisfied with the outcome of our investigation the matter can then be raised by writing to the Chair of the Board. The Chair will acknowledge receipt of the letter as soon as possible. They will then look into the original investigation and respond within two weeks with their conclusions.
After any complaints process has been completed we will make sure that lessons are learned from what has happened, and try to stop it happening again where our actions fall short of our standards. 
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