Darlington Association on Disability

Compliments, Comments and Complaints Policy and Procedure	

1. Definitions
For the purposes of this policy the following terms are used:

Staff includes paid and unpaid staff and volunteers. Staff who are disabled people or carers may be regarded as the latter for the purposes of this policy when they are using their time, skills or expertise in consultation and involvement that is alongside their remit as a member of staff. 

· Volunteer(s) – Refers to person(s) who spend time, unpaid, providing support to DAD’s paid staff in a variety of roles to the benefit of the organisation and the people we support/Users.

· Unpaid staff – Refers to paid employees of DAD who give their time unpaid in a variety of other roles to the benefit of the organisation and the people we support/Users.

Users includes service users, customers, carers and members

Darlington Association on Disability will be referred to throughout this document as DAD

Trustees are Directors of DAD the company and Trustees of DAD the charity. They are responsible for the governance in accordance with the Memorandum and Articles.   Trustees who are also volunteers are included, for general purposes, in the terms Staff. However where their responsibilities override their position as staff, they are referred to separately as trustees.  

Chief Executive includes the Chief Executive of DAD or someone who has been delegated this responsibility in the Chief Executive’s absence.

Responding Officer – the person nominated to respond to Stage 1 complaints, usually a senior member of staff from the project or service that the complaint relates to

Investigating Officer – the person nominated to investigate a complaint at Stage 2, usually the Chief Executive

Representations includes compliments, comments and complaints

2. Statement of Intent
2.1 The Trustees are committed to ensuring that DAD delivers the highest quality service and will ensure that DAD acts on all comments and complaints. In order to do this DAD has written procedures detailing how representations can be made, and how they will be dealt with.

2.2 DAD considers a complaint as; ‘When someone tells us they are not happy about a service or something we have or have not done that has had an impact upon them’

2.3 Representations are always welcomed and will be dealt with courteously, confidentially and swiftly. 

2.4 Staff and users have the right to praise, comment or complain about any service that is provided by DAD. This is helpful to the organisation in future planning, training and developing quality services.

3. Representations
3.1 All users of DAD will be informed of this policy and that a Complaints Policy and Procedure exists and will be encouraged to use the procedure if they want to make a complaint about any service provided by DAD.   Information will include the names and contact details of the Chief Executive and Chairperson of DAD.

3.2 Where the representation is a complaint about DAD, DAD encourages the use of the procedure outlined in this document. Users will also be informed of other agencies to whom they could complain about services provided by DAD, for example Care Quality Commission, the relevant Local Authority Council, and Integrated Care Board.

3.3 Staff will be informed about the Compliments, Comments and Complaints Policy as part of their Induction process.

3.4 Paid staff also have access to the Grievance procedure.

3.5 Staff will endeavor to raise awareness of this policy and procedures to all those using DAD.

3.6   Details of how to make a representation is summarised in DAD’s Booklet which is available on each site. The summary is also available in other formats on request and via the DAD Booklet on the organisation’s website.

4.  Compliments and comments
4.1 Compliments and comments will be used as one of the ways in which Trustees monitor the quality of the organisation.

4.2 Each site will have a system for recording compliments and comments and will forward these to the Chief Executive.

4.3 Comments requiring a response will receive a full reply.

4.4 Projects will regularly seek user’s views about the services provided. Responses will form part of each project’s own monitoring processes and may include satisfaction surveys or questionnaires, group discussions, letters and cards to projects.

5.  Complaints
5.1 Complaints are welcomed from any source, external or internal and may initially be written or communicated in another way, for example, verbally, signed or by e-mail

5.2 Following receipt of a complaint, the complainant will be contacted, within 5 working days, to verify if the complaint is for the attention of DAD but no further action is required or if the complaint is to be investigated.

5.3 If an investigation is required DAD’s complaints procedure will be followed and the timescales detailed in the procedure adhered to. Timescales will be initiated from point that the complainant confirms in writing that they wish the complaint to be investigated. 

5.4 Complaints about the Chief Executive or members of the Board of Trustees should be addressed to DAD Chairperson

5.5 Complaints about DAD Chairperson should be addressed to the Vice Chair

5.6 Internal complaints, where appropriate, may be dealt with via a different route.

5.7 Anyone making a complaint may be supported or accompanied by a person of their choice. 

5.8 Every effort will be made to ensure that the complaints procedure provided by DAD is accessible to all. 

5.9 If the complaint is against a member of staff or user he or she will have the opportunity to respond. 

5.10 A named person will be appointed to manage the complaint.   This person cannot be personally involved in the complaint.

5.11 The named person will be responsible for-
· Collecting and storing paperwork about the complaint
· Keeping the complainant informed of progress
· Meeting timescales and taking actions laid out in the procedures

5.12 The complainant will have full access to any information about them held on file at all times.

6.  Upheld complaints
6.1 DAD recognises the need to learn from upheld complaints and will act on recommendations made as the result of the investigation of a complaint. Such actions may lead to the following being recommended:
· Paid staff disciplinary procedure or Volunteer Dissatisfied Procedures
· Staff training for an individual or group
· Policy and / or procedural change
· Other changes within the working practice of the organisation.

6.2   If a complaint is upheld, the person will receive a full written apology. Complainants will also be made aware of changes to practice within DAD and may be informed of other outcomes made as a result of an upheld complaint, within the bounds of confidentiality. 

7.  Implementation
7.1 Implementation of this policy is the responsibility of all staff within DAD who must ensure that users are made aware of the policy and procedures and in particular know how they can make a complaint

7.2 DAD expects staff to comply with this policy and to challenge or report any breaches

7.3 The Chief Executive will be informed of any complaints made and will be kept fully informed of the process and any outcomes. Depending on the relevance and seriousness the Chief Executive may also inform the Chair.

8.  Review
8.1 This policy will be reviewed every 3 years by the Policy Review Group or more frequently if changes need to be made.
Complaints Procedure

DAD defines a complaint as; ‘When someone tells us they are not happy about a service or something we have or have not done that has had an impact upon them’

1. Stage 1 – Local Resolution 

Complaints should be dealt with as quickly as possible. Stage 1 complaints will be dealt with by an appropriate Responding Officer. 
 
1.1 The person recording the complaint should check with the person making the complaint whether the matter is -
· for the attention of DAD but requires no further action
· to be formally investigated and resolved

1.2 Both types of complaint should be recorded on the complaints record sheet. If the complaint is initially recorded in another way, for instance on an Incident sheet or as part of an enquiry, the information should be transferred onto the complaints record sheet as soon as possible.

1.3 The following must be included for the record:
·  Date
Who made the complaint
Who took the complaint
What the complaint was about
What the person who made the complaint was told about what would happen next
Confirmation that the person making the complaint had been given a copy of the Compliments, comments and complaints procedure or a summary of the same.
Who is dealing with the complaint
Confirmation that the line manager has been informed
Action taken
Outcome

1.4 Complaints requiring a response will receive information about the action being taken within five working days.

1.5 Any action taken, and any outcomes should be communicated to the person making the complaint within twenty-five working days. If this is not possible, all parties should be kept aware of the reason for the process taking longer.

1.6 The Chief Executive will be informed of any complaints made, appoint an appropriate Responding Officer and will be kept fully informed of the process and any outcomes. Depending on the relevance and seriousness the Chief Executive may also inform the Chair.

1.7 If the complaint is resolved no further action is needed.

1.8 Most complaints can be dealt with at Stage 1. However where DAD or the person making the complaint thinks that the issue is serious or complicated either party can decide to start the complaint at Stage 2.

2.  Stage 2 – Investigation 
2.1 If the person making the complaint is unhappy with the decision made to resolve the issue, they must contact DAD Chief Executive, within 20 working days of receiving notification of Stage 1 outcome, that they would like the complaint to be investigated at Stage 2.

2.2   DAD Chief Executive will inform the person making the complaint and DAD Chairperson within five working days of receiving the request. 

2.3 The matter will then be investigated by an Investigating Officer and a full written reply will be sent within thirty days of the complaint being received by DAD’s Chief Executive. All correspondence will be kept on file.

3.  Stage 3 – Representation to Board of Trustees
3.1 If the person making the complaint is unhappy about the outcome of the Stage 2 investigation, they may request that the complaint is investigated at Stage 3 and must notify DAD within 20 working days from receiving the outcome of Stage 2 Investigation.
 
3.2 DAD will provide an opportunity for the individual to make a final representation to the Board of Trustees, who will appoint a Review Panel to hear the complaint.

3.3 The Review Panel will meet to hear the complaint within thirty working days of receiving the request. The person making the complaint will be notified of the outcome within 7 working days of this meeting.

3.4 DAD will also provide information on where else the person could go to seek redress.

3.5 If your complaint has been made about a member of the Board of Trustees or the Chief Executive your complaint will be heard by a panel of a minimum of 3 Trustees (not including the person identified). You should write to the Chairman of the Board of Trustees at DAD. The Chairman of the Board will appoint the Trustee panel and the panel will normally meet within 20 working days of your request. The panel will let you know its decisions and the reasons for those decisions in writing within 7 days.

3.6 If your complaint has been about Chairman of the Board of Trustees your complaint will be heard by a panel of a minimum of 3 Trustees. The Vic Chair of the Board will appoint the Trustee panel and the panel will normally meet within 20 working days of your request. The panel will let you know its decisions and the reasons for those decisions in writing within 7 days.

For more information, or to make a written comment or complaint-

The Chief Executive of DAD is-
Lauren Robinson

The Chair of Trustees is;
Gordon Pybus

The Vice Chair of Trustees is;
Colin Light 

All can be contacted at:  Darlington Association on Disability
Whessoe Technology Centre
Alderman Best Way
Darlington
DL1 4WB

Tel; 01325 489999	Email: mail@darlingtondisability.org

The contact details for Darlington Borough Council are-

Darlington Borough Council
Adult Social Care
Complaints and Information Governance Team 
Darlington Town Hall 
Darlington 
DL1 5QT
Telephone: (01325) 406777 
E-mail: complaints@darlington.gov.uk 
Website:  http://www.darlington.gov.uk/your-council/complaints-compliments-and-comments/adult-social-care-complaints/


Children’s Social Care:  As Adult Social Care

Redcar & Cleveland Council
Adult Care Complaints Officer, 
Seafield House, Kirkleatham Street, 
Redcar, 
North Yorkshire, 
TS10 1SP
Email: adultcarecomplaints@redcar-cleveland.gov.uk
Tel: 01642 771752


Local Government Ombudsman:  http://www.lgo.org.uk/





























Complaint Process Timescales

	Stage 1 – Local Resolution

	Action
	By When

	Complaint acknowledged and complainant informed of action to be taken
	Within 5 working days

	All actions to resolve complaint completed and complainant notified of outcomes 
	Within 25 working days of complaint being received 

	Complainant notified if timescales not being met, reasons why and actions to address this.
	As soon as evident 

	If complainant not satisfied with outcome of Stage 1, complainant may request that the complaint is investigated at Stage 2.
	Within 20 working days of notification of Stage 1 outcome

	

	Stage 2 – Investigation 
	

	Complainant and DAD Chairperson notified by Chief Executive that complaint now being investigated at stage 2
	Within 5 working days

	Full written reply to complainant 
	Within 30 working days of complaint being received by Chief Executive

	Complainant notified if timescales not being met, reasons why and actions to address this.
	As soon as evident 

	If complainant not satisfied with outcome of Stage 2, complainant may request that the complaint is investigated at Stage 3.
	Within 20 working days of notification of Stage 2 outcome

	

	Stage 3 - Representation to Board of Trustees

	Complainant makes representation to Board of Trustees, who will appoint a panel to review the complaint.
	Within 30 working days of request

	Complainant notified of outcome of panel meeting
	Within 7 working days 
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