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Policy Statement

This policy and accompanying procedure has been formulated to ensure staff  respond to complaints to a satisfactory standard and comply with the requirements contained within Spiral Skills and will incorporate all subsequent statutory  amendments and changes issued. Spiral Skills recognises complaints (& compliments) as being a valuable tool for improving the quality of advocacy services we commission and provide. The objectives of this policy are:
• To endeavour to achieve resolution of a complaint.

• To ensure that complaints are handled efficiently and in a timely manner.

• To identify any areas of risk and take appropriate action where necessary.

• To learn from outcomes of complaints and share good practice throughout the organisation.

• A simple procedure common to all complaints about any services commissioned

and provided by the organisation.
• An open and honest process that is fair to complainant and staff
Scope
This Procedure applies to all staff employed by Spiral Skills and will act

as a guide to the Complaints Procedure, including collating and recording of

compliments received by the organisation. Spiral Skills will ensure that the application of any part of this policy does not have the effect of discriminating, directly or indirectly, against staff on grounds of race, colour, age, nationality, ethnic origin, sex, sexual orientation, marital status, religious belief or disability. The application of this policy will apply equally to full and part time staff.
Members of staff, volunteers or members of the public may request a copy of this policy if they require so.
Aims of the procedure

The aim of the complaints procedure is for the resolution of concerns raised by the complainant either verbally or in writing and for an improvement in the quality of services wherever possible, rather than the apportionment of blame. Every effort should be made to resolve the complaint to the satisfaction of the complainant whilst being scrupulously fair to the employee.
Definition of a complaint

A complaint is defined as an expression of dissatisfaction, (written or verbal) about a service provided or which is not provided, which requires a response. Examples of complaints include: concerns about the quality of service provided, the following of standard procedures and good practice, poor communication and the attitude or behaviour of a member of staff.
Who can complain?

Any clients of Spiral Skills can make an official complaint .
Confidentiality

If a third party is making a complaint, authorisation should be obtained from the patient both for the complaint to be investigated and for any release of clinical records or confidential information in order to clarify any issues raised and help with the resolution of a complaint. There may be instances where consent may not be given, for example a child or a person with a lack of mental capacity in which case the designated complaints manager, taking advice where necessary, is an appropriate person to advise whether the need for the patient’s consent can be waived.
Timescales

Time limits apply throughout the complaints process. Full details of the timescales can be found at Appendix 2. Complainants must be kept informed of progress and an explanation given for any delays.
Support for Complainants

The Advocacy Manager will be able to offer advice and act as a guide through the complaints procedure.  The Independent Complaints Advocacy Service (ICAS) is a separate service and provides independent advice and support to people who wish to raise a complaint about the service they received. Their services will include, amongst other tasks, the drafting of letters for a complainant or accompanying them to a meeting with Spiral Skills Staff or with Primary Care Practitioners or their staff.

Fairness and equality

Making a complaint does not mean that a complainant will receive less help or that

things will be made difficult for them. Everyone can expect to be treated fairly and equally regardless of age, disability, race, culture, nationality and sexual orientation. Spiral Skills staff must also ensure that patients and their carers are not discriminated against when a complaint is made and that their ongoing assistance will be unaffected. Complaint records must be retained.

Responsibilities

Spiral Skills will ensure that all complaints are forwarded to the Advocacy Manager. The Advocacy Manager will record all complaints received by the organisation and ensure that they are dealt with in accordance with this policy, reporting as necessary to the Chief Executive. The Advocacy Manager will liaise as required with other Spiral Skills Advocacy staff to ensure that the appropriate information is available to enable full and open responses to be drafted within the appropriate timescale for the Chief Executive to consider.
Procedure

Local resolution (first stage)

The organisation will have a clear process in place for local resolution. (see flowchart)

Every attempt is made by Spiral Skills staff to try and resolve complaints at the point of contact.
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Independent review
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Compliments

Compliments are as important to Spiral Skills as complaints and will be seen as a means of learning how things have gone well. Compliments will be reported to the team and also cascaded to individual staff. Compliments are collated by the administration team and forwarded to the Advocacy Manager on a monthly basis, recording each compliment received on Appendix 3.

Definition of a recordable compliment: Expressions of appreciation by letter, card, gift or donation. Letters of appreciation/compliments as well as acknowledgement letters will be attached to the overall summary. Verbal compliments are not formally recorded in the overall statistics, although these compliments will be reported and the service or member of staff, recognised as a result.










APPENDIX 1
COMPLAINT FORM

This form should be used if there is no written correspondence received

Advocacy Service…………………………………………………………………………

Advocacy Staff ……………………………………………………………………………

Date received ………………………………  URN No ………………………………….

	Name and address of complainant

	Name
	Address:

	
	

	Tel No:
	

	Mobile No:
	

	
	Post Code:


	Full description of complaint

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	Summary completed by:…………………………………………………………………


Signature …………………………………………………………………………………...
How was complaint received
Letter / verbal / telephone / email / other
APPENDIX 2
Summary of Timescales

A complaint must be made within six months of the date of which the matter which is the subject of the complaint occurred; or six months of the date on which the complaint came to the notice of the complainant.

This period maybe extended if the complaints manager is of the opinion that there was good reason for not making the complaint sooner and that it is still possible to investigate the complaint effectively and efficiently.

Local resolution

Acknowledgement
A complaint will be acknowledged within 2 working days of its receipt.

Full response
The investigation officer will forward full investigation of the complaint to the Advocacy Manager for a response to be drafted within 28 days. The 28 days ruling may be extended but only with the agreement of both parties. 


Independent review 
A response following an independent review will be forwarded within 14 days. The 14 day ruling may be extended but only with the agreement of both parties.










APPENDIX 3
COMPLIMENT RECORD
This form should be used when compliments of service are received.

Advocacy Service…………………………………………………………………………

Advocacy Staff ……………………………………………………………………………

Date received ………………………………  URN No ………………………………….

	URN No
	Card

 (√ )
	Letter

  (√ )
	Gift/donation

         (√ )
	Date Recd
	Date Ack
	Compliment paid to:

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


Links to other policies/legislation:

Confidentiality Policy HR 01
Dignity at Work Policy HR 11

Review:

This policy will be reviewed by the Senior Management and the Chief Executive of Spiral Skills annually.
Formal Complaint Process





Complaint Received:


(Inform Advocacy Manager immediately)





Complaint Acknowledged (within 2 working days of receipt)








Manager or Investigating Officer informed 


(copy of complaint, and all other related documents forwarded)





Investigation Carried out


Identify level & scope of complaint


Gather all information and assess outcomes


Address all issues


Draft a response and send to the Advocacy Manager








Final response sent to Complainant








Complainant Satisfied with the response and complaint closed off





Complainant dissatisfied with response


Offer a meeting or conciliation meeting to try and resolve complaint


If remains dissatisfied, complainant can raise this with the Chief Executive 





Independent review with Chief Executive








Complaint forwarded to a Trustee








Complainant Satisfied with the response and complaint closed off





Complainant Dissatisfied





Request Denied


Following a review from the Chief Executive, insufficient evidence to support the request for independent review








Outcome of Review


As a result of a full review carried out by the Chief Executive











Independent Review required








	Page
	1 of  10
	
	Approved by:
	Simon Smith 

	Issue No.
	001
	
	Author:
	Lesley Logan

	Date Issued
	May 09
	
	Owner (Dept.):
	 HR



[image: image3.jpg]