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COMPLAINTS POLICY AND PROCEDURE



1. Introduction

1.1 
Age UK Wigan Borough (AUK WB) aims to provide services of the highest standard possible. When this is not achieved, we aim to ensure that there is an easy and effective way for service users to make comments or formally complain and to ensure that lessons are learned from any complaints.   
1.2
This procedure is intended to ensure that complaints are dealt with properly and taken seriously.  It covers any complaints which are received.

1.3 
Nothing in this policy will contravene the effective implementation of the Equality, Diversity and Inclusion Policy (P14/08) of AUK WB. The organisation will seek to implement all relevant legislation and develop best practice in equality and diversity and other organisation policies will support this objective.
2. Scope 
2.1
All AUK WB employees (permanent and temporary staff working under a contract of service), volunteers, all job applicants, agency staff, contractors and consultants are covered by this policy and expected to fully comply with it.     
3. Definitions

3.1
In this document, the term ‘service user’ covers anyone who comes into contact with our services.  Within the organisation, they may be known as ‘customers’, ‘service users’ ‘clients’ or ‘members’ of Bright Days activities. 

4.
Complaints Policy Statement 
4.1
AUK WB is a responsive organisation which aims to put older people at the heart of the services we provide.  We welcome comments and complaints and are committed to dealing with them fairly and effectively.  Whilst we aim to get it right first time, complaints can be a valuable part of quality improvement.  AUK WB sets high standards and we want to know if we fall short of achieving them.

4.2 
AUK WB will:

· Welcome complaints as a valuable means of quality improvement and improving service delivery.
· Make a distinction between informal complaints, where we can resolve the issue quickly and formal complaints which need to investigated.
· Deal with all complaints fairly and effectively, providing explanations and resolutions.
· If a complaint is upheld, put preventable action in place so that the issue does not recur.
· Promote the complaints policy and encourage the people who use our services to use it.
· Ensure that staff are familiar with the policy and can explain it to people who wish to make a complaint.
· Review the policy and procedure on a regular basis.
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