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COMPLIMENTS AND COMPLAINTS 

POLICY

This Policy details the procedures and practices adopted 

by Age UK Solihull in dealing with compliments and complaints. 

Adopted by the Directors of Age UK Solihull at the Board of Trustees meeting on 

Signed on behalf of the Directors

........................................................

D Mattocks
Chairman

All Age UK Solihull Policies are subject to an annual desktop review and will be presented to the Board of Trustees for adoption in light of any changes made. 

Initial Date:  April 1998

Reviewed Date: June 2017
Details of Review Dates

Initial Date:  April 1998
July 2017 (Desktop Review)
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Introduction
Age UK Solihull aims to provide a consistently high level of service to people in the Borough of Solihull and, in pursuit of its objectives, seeks to promote public recognition of and confidence in its standards.  The Charity’s complaints procedure is designed to protect those that the Charity exists to help; to be responsive to the views of everyone concerned with the welfare of people; to assist in the review and improvement of services; and also to provide a fair hearing for anyone against whom a complaint is made.

The Charity acknowledges that there are times when things go wrong from a client's point

of view, and will provide a courteous, sympathetic, fair and swift response.  The Chief Executive Officer, Head of Services and Line Managers will be responsible for ensuring that their staff/volunteers are fully conversant with the complaints procedures.
Services commissioned by the NHS (CCG) and/or Social Services will comply with the national ruling Regulation which is Statutory Instrument 2009 no 309 headed ‘The Local Authority Social Services and National Health Complaints (England) regulations 2009’.
Age UK Solihull delivers services that are commissioned by the Solihull Clinical Commissioning Group (CCG), as such, complainants have the right to bring their concerns directly to the CCG.
The Charity also welcomes positive feedback from users of its services. 
Age UK Solihull has implemented the Accessible Information Standard 2016, to enable all service users to feedback to the Charity.
Utilising Feedback
Age UK Solihull aims to make its procedures for positive and negative feedback simple and effective. Age UK Solihull will utilise both positive and negative feedback to inform the decision making process concerning its products, services, policies and procedures.
Contact
Service users will always have access to information about how to make a complaint.  This may be through a leaflet, a booklet relating to the service they are using or through clear signage.  Under the Accessible Information Standard, service users with a disability, impairment or sensory loss will be enabled to make a complaint or compliment in a format that meets their needs.
Positive or negative feedback can be made via the website at www.ageuksolihull.org.uk using the Contact Us form, or alternatively by phone on 0121 704 7840, email info@ageuksolihull.org.uk or in writing (a form is attached for convenience to the information leaflet).  Messages can also be left on twitter and Facebook.
A copy of our complaints and compliments procedure can be found on our website.

Positive Feedback
Positive feedback on good service provided by either a team or an individual will be passed on to the person(s) concerned and a record kept on the Personnel/volunteer file.  Positive feedback received from a client will be acknowledged. 
Complaints Introduction

It is the purpose of the Complaints Procedure to solve the problem at the earliest possible stage.  All complaints will be acknowledged within 3 working days of receipt wherever possible.  Any complaint will be investigated in a transparent way.
Age UK Solihull acknowledges that the swift and effective handling of a complaint can make the difference of maintaining that person’s confidence in the services and products provided by Age UK Solihull.  Age UK Solihull understands that people willing to complain are alerting the organisation to a problem, which may have been experienced by others who then took their custom elsewhere.  It is an opportunity to improve processes and take on board learning.
 Age UK Solihull will ensure that the user-led vision set out in the ‘My Expectations’ document produced by the Ombudsman and Healthwatch is adhered to:

· I feel confident to speak up

· I felt that making my complaint was simple

· I felt listened to and understood

· I felt that my complaint would make a difference

· I would feel confident making a complaint in the future.
The Ombudsman’s Principles for Good Complaints Handling underlie this policy:

· Getting it right

· Being customer focused

· Being open and accountable

· Acting fairly and proportionately

· Putting things right

· Seeking continuous improvement.

The NHS regulations state that a complaint should be made to Age UK Solihull and/or the CCG within 12 months of the date on which the situation being complained about occurred, or within 12 months of the date on which the complainant became aware of the situation.  Discretion is used with regard to complaints outside of this timescale if the complainant had good reasons for not making the complaint sooner.

If the complainant requires an advocate they will be signposted or referred to Independent Advocacy who are commissioned to provide NHS complaints advocacy.

Complaints Procedures
Complaints can be made in person, by telephone, by email or in writing.  All complaints

will be acknowledged within 3 working days of receipt and this may be in writing, email or

verbally.

There are three possible stages in the procedure once a complaint has been made, 

although the aim is to resolve the complaint at the first stage.

Stage 1 - The Informal or Problem Solving Stage

This stage is intended to ensure that the complainant has every opportunity to express their views.  It is important, at this stage, to find out what the complainant wants to achieve as a result of the complaint.  
It is to be hoped that as a result of an informal discussion between the complainant, member of staff/volunteer, and, if appropriate, immediate supervisor that the matter can be resolved informally and positive steps taken to meet the criticism.  Summary details should be recorded (anonymously if requested) and held in departmental files.
This first stage should take place as soon as possible after the complaint has been made and, certainly, within 3 working days.
If the problem cannot be resolved as a result of the above, the complainant can take the matter to Stage 2.
Stage 2 - The Formal Registration Stage

Where a complainant wishes to pursue a matter that cannot be resolved informally, it should be put into writing either by the individual or by someone else on his or her behalf.  If the complainant needs the help of a member of staff to put the complaint in writing, the member of staff should not be associated with the case.  The writer must ensure that it fully reflects what the complainant wishes to say and ask the complainant to sign it.  A copy must be given to the complainant.
The written complaint must be passed to the Chief Executive Officer who must acknowledge it within 3 working days of receipt and inform the complainant how the matter is to be investigated.
Alternatively, the complainant may ask for a discussion with the Chief Executive Officer which should take place within 5 working days of the receipt of the request.  The Chief Executive Officer will investigate the case with the assistance of the Manager concerned.  Staff and volunteers against whom a complaint has been made will be given an opportunity to express their views.  

The decision made following the investigation should be communicated in writing within 15 working days of the receipt of the complaint.  If the complainant is not satisfied, he or she may proceed to Stage 3, by putting their request in writing or speaking directly to the Chief Executive Officer, who will make the necessary arrangements.
If the complaint is regarding the Chief Executive Officer then it will be directed to the appropriate person on the Board of Trustees. 
Stage 3 - The Complaints Panel

If the complainant wishes to proceed to Stage 3, a meeting will be arranged with the Complaints Panel which will consist of the Chairman or Vice-Chairman of Age UK Solihull and two other directors. 
The complainant will be notified, in writing, at least 10 days in advance of the date, time and venue of the meeting and invited to attend.  The complainant will be informed that it is acceptable to bring a friend or adviser and every attempt will be made to accommodate any special needs that the complainant has.  The meeting can be arranged to take place in the complainant’s home or a place of their choosing if they feel more comfortable.
The meeting will be as informal as possible.  The complainant will be invited to make a statement about their complaint and their expectations as to how it will be resolved.  The Chief Executive Officer will submit the findings of his/her investigations.  Other people may be asked to attend to give information, but they will only be present for that part of the meeting relevant to their contribution.
The Complaints Panel will decide whether the complaint is upheld.  In addition, it may consider making recommendations to be considered by the Board of Trustees.  
The panel must make their decision known to the complainant in writing, once the notes of the panel meeting have been agreed as a true record by all parties, and within 10 working days of the meeting.  The written response will include:
· An explanation of how the complaint has been considered

· An explanation based on facts

· The conclusions reached in relation to the complaint which will set out whether the complaint has been upheld or not
· Confirmation of any action needed as a consequence of the complaint which includes an appropriate apology if necessary

· Details of the complainant’s right to take their complaint to the CCG and/or the Parliamentary & Health Service Ombudsman and relevant contact details.

Complaints made regarding a CCG commissioned service must be signed by the Accountable Officer, currently the Head of Services.
The complaints procedure will seek to be flexible, taking into account the needs/wishes of the complainant.
All complaints will be dealt with impartially.

Consent
Age UK Solihull will always seek the consent of the complainant to speak to any other parties with respect to their complaint.  Exceptions to this consent will apply in cases of safeguarding.
Withdrawing a Complaint
A complainant may withdraw their complaint at any time.  In certain circumstances the investigation may continue where it is deemed in line with the CCGs duty for quality improvement.  The outcomes of such investigations will not be reported to the complainant.

Persistent/Unreasonable Complaints or Contact
Age UK Solihull reserves the right to put in place measures, such as limiting contact with the complainant, if the complainant is unreasonable, threatening or abusive to our staff.
Unreasonable behaviour may include the following:

· Ignoring documented evidence to concentrate on conspiracy theories

· Persistence in pursuing an issue when the procedures have been exhausted

· Failing to identify the issues for investigation despite reasonable attempts to assist them to do so
· Making excessive demands in terms of visits, calls or letters/emails that consumes a disproportionate amount of resources.
Monitoring
Complaints will be reported to the Board as part of the normal Risk Register reporting and the Chief Executive Officer will report all compliments received in her CEO report to the Board. 
Complaints will be reported to commissioners as per the Contract or Service Level Agreement signed.

Serious Incidents will be reported as per the Contract or Service Level Agreement held with the funder.

Age UK Solihull will monitor complaints for trends and theme and take appropriate action where identified.
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                      Age UK Solihull

Complaints Procedure

Age UK Solihull believes that those using its services should find it easy to make a complaint and/or register a concern. It is our policy to welcome complaints and look upon them as an opportunity to learn, adapt, improve and provide better services. This leaflet is intended to ensure that complaints are dealt with properly and that all complaints or comments by service users and their relatives and carers are taken seriously.

When dealing with complaints it is not our intention to apportion blame, consider the possibility of negligence or to provide compensation. It is NOT part of our disciplinary policy.

We will listen to your complaint or concern and aim to deal with it swiftly, openly, fairly and honestly, you will be able to fully express your concerns and will not be discriminated against.  

If you require assistance and/or support to make a complaint or express concerns we can provide you with an appropriate advocate to support you.  They will ensure you understand your rights, explain choices and, if you wish, represent your views.

If you wish to make a complaint or express concerns about any Age UK Solihull services, in the first instance you may contact the Lead Officer of the service, please telephone 0121 704 7840 or email info@ageuksolihull.org.uk and indicate which service your complaint relates to.  If you do not wish to do this you may speak in confidence to the Head of Services, Lucy Garratt or the Chief Executive Officer Anne Hastings on 0121 711 3410.  You may also make your complaint in writing to:
Anne Hastings, Chief Executive Officer

Age UK Solihull, Lower Ground Floor, The Core, 

Homer Road, Solihull B91 3RG
If a service delivered by Age UK Solihull is funded and/or commissioned by the Solihull Clinical Commissioning Group you may make a complaint directly to them :  0121 713 8399.  You may also contact Healthwatch Solihull on 0121 704 7861
If a service delivered by Age UK Solihull is funded and/or commissioned by Solihull Council you may make a complaint directly to them on 0121 704 8000.

If you make a written complaint it will be acknowledged within 3 working days and any investigation will be concluded within 28 days.  We will aim to keep you fully updated on the progress of your complaint.
You can request this information in formats suitable to meet your communication and/or information needs if you have a disability, impairment or sensory loss.

COMPLIMENTS FORM
This form has been provided to assist you in contacting us.  Please use it to let us know when you have received a good service which you have been particularly happy with from either an individual or team. 

We will acknowledge your contact with us.

Alternatively please contact us by phone on 0121 704 7840 and ask to speak to the individual concerned, email us on info@ageuksolihull.org.uk or contact us via our website www.ageuksolihull.org.uk
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
Signed:……………………………………….
Dated:…………………………………
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