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Complaints, Compliments & Feedback Procedure

	Date
	Prepared by
	Approved by
	Details
	Next review due

	17/07/14
	Markus Greenwood
	Markus Greenwood
	· Reviewed with advice from HR adviser
	May 17

	19/12/14
	James Sheppard
	Markus Greenwood
	· Reviewed for AQS submission,
· Reporting Feedback data, reference to delivery procedure added
	May 17

	9/8/15
	Rob Riley
	Markus Greenwood
	· Changed phone number to our new business number
· Added info on FOS to send out for an advice complaint
	May 17

	25/9/15
	James Sheppard
	Markus Greenwood
	· Added information on when people are provided with information about complaints policy from ‘Timely Service & Review procedure”
	May 17


Statement of intent

Mind in Salford acknowledges the right of people using our services to receive a quality service that meets their individual needs, and to complain if they are unhappy about the service delivered. 
Mind in Salford also recognises that our ability to meet all the needs presented is severely constrained by a lack of resources and that complaints may need to be seen within this context.

Complaints

The scope of the Complaints procedure
This Complaints procedure applies to complaints about the services Mind in Salford offers to members of the public. It does not apply to complaints about or from staff, members or Trustees.
The principles underlying the Complaints procedure
1. Openness - complaints will be fully investigated and recorded, all parties kept informed  and the procedure publicised. Any member of staff referred to will be given the chance to comment or answer criticisms, although where there is a case of misconduct any complaint about a staff member will be dealt with under the staff disciplinary procedures. Complaints regarding members will be considered by a sub-committee of the Board of Trustees.

2. Confidentiality - the complainant may remain anonymous. If this is likely to limit the ability to follow up the complaint, the complainant will be told this and given assurances that any information s/he gives will only be used for the purpose it is given and not shared with anyone else except with his/her permission.  Information contained in an anonymous complaint can not be used at any stage of any disciplinary procedure.  

3. Support for complainants - complainants will be offered information about how to get support from an independent source in putting their complaint e.g. User group, Citizens Advice Bureau.

The Complaints Procedure 

The procedure will have the following three stages:-

1st stage - Informal discussion 

This will normally be between the complainant and a senior member of staff or a Trustee. It will attempt to establish what the complaint is and to give an explanation that the complainant finds acceptable. The first stage should take place as soon as possible and preferably within a week of the complainant raising the matter.  The complainant will be supplied with a copy of the complaints procedure at this time.
2nd stage - Formal procedure

If not satisfied the complainant can register a formal complaint in writing. The complaint will be investigated by the line manager of the staff member or volunteer, who will report to the Chief Executive. The person dealing with the complaint will carry out an investigation within three weeks of receiving the written complaint and report their findings in writing to the complainant and any other parties referred to in the complaint. If the Chief Executive is the subject of a complaint this will be investigated by the Chair of the organisation or their appointee. 
3rd stage - Appeal
If the complainant is not satisfied with the outcome of the formal investigation carried out by the relevant line manager they can write to the Chair of Mind in Salford requesting that they review the outcome. The Chair will then produce a written response to the complainant outlining the outcome of the review within 2 weeks of receiving the request. 
If the complaint is regarding our Debt Advice Sevice then we will also supply the leaflet “Your Complaint and the Ombudsman” will be sent with the written response. This explains your rights to complain to the Financial Ombudsman should you not be happy with the result  
http://www.financial-ombudsman.org.uk/publications/consumer-leaflet.htm
Explaining the complaints procedure

The complaints procedure is explained to all advice and advocacy clients at their initial meeting and an acknowledgement of this is taken together with the confidentiality, data protection and mutual respect policies.  

It is also supplied in full should a person decide to complain, and an up to date copy is to be accessible via the website.

Recording complaints

All complaints will be recorded. The record will include the date of the complaint, the complainant's name and address unless they wish to remain anonymous the form of the complaint i.e. in writing or verbal, who received it, what the details of the complaint were and what action was taken, by who and  in what time scale.
Monitoring complaints

The Chair of the Board of Trustees will report annually to the membership on complaints received during the year and policies and procedures will be reviewed where appropriate.
Compliments & Feedback
If you have received a good service from us and would like to give some positive feedback that will be shared with staff, volunteers and  trustees then please contact us through our details below.
We will also regularly request updates from service users, using our evaluation forms, at the end of our service, and every six months for longer term advocacy clients.

We report anonymised data to our funders & trustees on a quarterly basis, and modify our service if necessary based upon the results.

See also our ‘Timely Service & Review Procedure’.

If a complaint about our debt advice service is unsuccessful or delayed, you can elevate your complaint to the Financial Ombudsman





08000 234 567     � HYPERLINK "mailto:complaint.info@financial-ombudsman.org.uk" �complaint.info@financial-ombudsman.org.uk� 





The Financial Ombudsman Service, Exchange Tower, London E14 9SR





If you wish to make a complaint or compliment then please write to us or contact the manager, Markus Greenwood on 0161 212 4880, or e mail � HYPERLINK "mailto:markus@mindinsalford.org.uk" �markus@mindinsalford.org.uk� 


(We aim to respond to your complaint within 1 week of contact)





Alternatively you can write to the Chair of the organisation, Joanne Robinson





Address for all correspondence: 


Mind in Salford. The Angel Centre, 1 St. Philips Place, Salford M3 6FA.








