Complaints Procedure















STAGE 1 - Are you unhappy about the organisations service / staff and wish to make a complaint





Can this be solved informally with the manager?





Problem resolved





Who is the complaint against?





STAGE 2 -Begin the formal complaints procedure





Write to the Chief Executive 








Write to the Chairman








Write to the Chief Executive for the attention of the trustees











Happy with the outcome?





A member of staff or volunteer





The Chief Executive or a Trustee





The Chairman





Yes





Yes





No





No





Problem resolved





STAGE 3 - Write to Chairman and ask for case to be reviewed, they will decide whether the complaint should proceed








Person receiving the complaint (Investigating officer) to write to complainant within 15 working days to inform them of the outcome - whether the complaint is upheld, not upheld or part upheld and inform them of their right to appeal





Write to the complainant explaining why





Set up a panel to consider the complaint - consisting of three people, one of whom will be a service user.  The panel will aim to meet within 28 days





If he/she deems that it should





If he/she decides it should not,





Problem resolved








The panel will report their decision and any recommendations in writing to the complainant and to any persons against whom the complaint was made within 21 days. The decision of the Panel will be final














