
BERKSHIRE WOMEN’S AID
COMPLAINTS FROM SERVICE USERS

Berkshire Women’s Aid seeks to continually improve and maintain the services we provide.  We want to actively encourage service users to help us identify ways in which we can do this by listening to compliments and complaints.  Any member of staff should listen to any service user – adult or child who has a complaint or is unhappy and guide her/him through this procedure.

We aim to resolve, informally and speedily, any difficulties service users have with us or our service.  To do this we will need, from all involved, a willingness to look for solutions and sometimes a willingness to compromise/and be flexible.  If you have a complaint please make sure that you make this known within 6 weeks of the incident taking place as it can be difficult to resolve an issue once time has elapsed.
We will try to resolve any complaint or suggestion for improvement in a consistent way.  We will follow the procedures detailed below:

1.
If you are a resident and have a complaint about another resident

· Try to speak to the woman and try to resolve the difficulty 

· If there is no satisfactory resolution then, speak to your key worker about it as soon as possible.

· If there is no satisfactory resolution, consider a meeting between yourself, the key workers and the other resident

· If there is still no satisfactory resolution then follow the procedure below


2.
If you are a service user and have a complaint about our service or about a staff member

Speak to your key worker/or the staff member concerned and try to resolve the complaint informally.   If there is no satisfactory resolution then speak to your key worker – (if she is not the one involved in your complaint), explain the issue.  She should respond in writing within 10 working days.
If there is no satisfactory resolution then complete the Complaints form and send to the Area Manager.  She will acknowledge your form within 8 working days of receiving it. (If the complaint concerns the Area Manager, please complete the Complaints Form and send it to the Chief Executive.  

The Area Manager will investigate your complaint (if she is not involved).  Her findings will be discussed with you, and given in writing within 30 working days and appropriate action taken.  If you are not satisfied then refer your complaint to the Chief Executive, who will acknowledge your complaint within 8 working days and investigate and respond within 30 working days.  The response will be given in writing and appropriate action taken if needed.

If you are not satisfied, then the final stage of BWA internal complaints policy is an appeal to have the complaint heard by the Board of Berkshire Women’s Aid.  The Board will acknowledge the appeal, organise a hearing and respond to you within 20 working days of the hearing. 

Service users who are unhappy with BWA’s responses to any complaints about the support they are receiving and who have exhausted the internal complaints procedure described here can contact their local Authorities.



Reading


Tel 0118 939 0900




Wokingham

Tel 0118 974 6867 - Checked



Bracknell

Tel 01344 424642

Where applicable, you may wish also refer your complaint to the relevant Housing Association and the Housing Ombudsman.  If this is relevant to you, your licence agreement will have details of the Housing Association concerned.

BERKSHIRE WOMEN’S AID
COMPLAINT FORM FOR SERVICE USERS
Name:  …………………………………..

Outreach or resident client:………………….………

Name of refuge if resident:  …………………………………………………………………………………...

Please use this space to tell us about your complaint: (continue on another page if needed)

If you have tried to sort this out already, please use the space below to tell us why you feel dissatisfied with the outcome so far:

What do you think BWA should do? What outcome do you want?
Date: …………………………………………………

Signature:  ………………………….…………………………

Witnesses if relevant:  …………………………………………………………………………….

(Please say if they are willing to be contacted)

How would you prefer us to contact you?

Please put your complaint in a sealed envelope marked ‘Private & Confidential’ Manager and give to a member of staff for her to pass on to the relevant Manager, or send to the office at PO Box 413, Reading RG1 8XL.
BERKSHIRE WOMEN’S AID

APPENDIX 1:  GUIDE TO MAKING A COMPLAINT 
Please note: You should have received a copy of the ‘Making a complaint’ leaflet.





APPEAL – STAGE 4




Appendix 1
Guidance on Handling a Complaint

Complaints from service users should always be handled with sensitivity.  The following is a guide on how to deal with complaints.

Stage 1
Member of staff listens to what the service user has to say and endeavours to sort out the matter to the service users’ satisfaction.  Make a note of the conversation in the service users’ file.  If the matter cannot be resolved, inform the service user what is to happen next.

Stage 2
Preparation

At stage 2 the Manager deals with the complaint.  Before the Manager conducting the investigation meets with the service user there are some key points to consider:
· Find out which member of staff the service user spoke to and ask them to provide a written briefing on the complaint and how they investigated it; what factors they took into account; who they spoke to and why they took the decision they did.

· The service user can ask a friend or relative to accompany them to any meeting.

The Meeting
· Remember that invoking a formal procedure can be a fairly difficult and daunting experience.  It is crucial that you are not influenced by an individual’s circumstances.  Provide as much assistance and encouragement as is necessary to enable the service user to explain the nature of the complaint.

· Remember the aim is to resolve the issue as quickly as possible and at this stage if possible.

· At the meeting clarify the purpose and aims of the meeting.

· Set the service user at ease.

· Ask open questions (e.g. how, when, where & why), establish the basis of the complaint.  Consider any relevant documentation and/or witness statements etc.

· Summarise their complaint to check the accuracy of understanding.

· Discuss possible options and solutions and what outcomes the service user expects.

· Remember the service user’s rights and time-scales set in procedure.

· Agree a course of action wherever possible, taking into account the impact on other service users and/or staff of that decision.

· Where agreement cannot be reached advise the service user of their rights under the procedure.

Follow-up
· Write to the service user outlining in writing the outcome and the next steps if agreement has been reached.  This may include time-scales for review or alternatively reviewing practices/policies where appropriate to prevent recurrence.

· It may be that a possible outcome involves a BWA procedure being triggered e.g. Disciplinary Procedure.  This should be discussed immediately with the Chief Executive and the Support Services Manager before any action is taken.  It is essential that the matter is not allowed to drift and appropriate action should be taken.

Stage 3
At Stage 3 the Chief Executive deals with the complaint in consultation with the Support Services Manager.  AS at Stage 2 the guidance for meeting with the service user and the follow up is much the same.  It will be necessary to clarify on what basis the service user is dissatisfied with the outcome of Stage 2.  Other points to consider are as follows:

· Ask the Manager at stage 2 to provide a written briefing on how they investigated the complaint; what factors they took into account; who they spoke to and why they took the decision they did.

· The service user should be informed they can have a friend or relative to accompany them to any meeting.

· If it is decided that the investigation has not been concluded appropriately or that the decision taken was unreasonable or unfair this will been to be addressed via the appropriate managerial structure.

· If having considered all the facts, the view is formed that the complaint is not sustained; the service user will be informed in writing.  This is the last stage before Appeal to the BWA Board of Directors and all reasonable attempts should be made to resolve the issue.

· Remind the service user of their rights under the procedure to take the matter to the Appeal stage if resolution has not been achieved.

Appeal (Stage 4)
At the Appeal stage the complaint will be dealt with by a minimum of 2 Board members advised by the Chair of the Board.  Panel members will normally be drawn from the Board.  The role of the Chief Executive is to collate the relevant papers and documents, set up the panel hearing, service and advise the panel.  It is not the role of the Chief Executive to make the decision.  The purpose of the Appeal Panel is to:

· Consider whether the BWA Policies and Procedures have been operated fairly and appropriately given the available evidence.

· Review the evidence in the case if appropriate.
· Make a final decision on the complaint.
The Appeal Panel will require the Chief Executive who took the decision at Stage 3 to attend the Appeal Hearing in order to explain why she took the decision she did.

In reaching a decision the panel should consider the following:

· Was the complaint an adequately dealt with under the previous stage?

· Should the decision of the Manager and Chief Executive be upheld?

· Should the complaint by the service user be upheld?

· What outcome would the service user want to see and can this be accommodated?

The panel may wish to comment on the handling of the case and recommend changes to procedures.  The Chair of the Board will convey the decision of the Panel to the service user in writing within 20 days of the panel meeting.

Service users who are unhappy with BWA’s responses to any complaints about the support they are receiving can contact their local Supporting People Team:



Reading

Tel 0118 930 0900



Wokingham
Tel 0118 974 6000


Bracknell
Tel 01344 424642
Complaint





Refer to Appropriate Staff





Yes





Chief Executive will acknowledge within 8 days, explain what happens next:


Obtain all paperwork


Investigate complaint


Respond in writing within 20 days





Is it likely it could be dealt with at Stages 1 and 2





No





Yes





Has this complaint been through Stages 1 and 2





In writing, in person or by phone





Stage 3





Complaint received by Chief Executive





Stage 2





Complaint received in


Writing by the responsible manager (Manager involved go to Stage 3)





Service User still wants to make formal complaint


Put the complaint in writing* to the appropriate person: manager or keyworker.


You will be informed by the relevant manager or worker what will happen next and when to expect a reply





No





Sorted out confirmed in writing what will be done 





Acknowledge within 8 days explaining what will happen next


An Investigation into the complaint will be carried out and any necessary reviews


A response should be received within 30 days of complaint





Stage 1





In person/by telephone to staff





Yes





Can the matter be easily sorted out without going through the procedure?





Complaint received by Chair of Board





 Manager or Chief Executive to follow the procedure at Stage 2 or Stage 3 as appropriate





Refer to Manager/Chief Executive.





Send acknowledgement in writing within 8 days explaining why and what will happen next.





Decision of Panel is sent in writing to the Service user by the Chair of the Board on behalf of the panel within 20 days of the meeting





Panel meets to consider the Appeal within 28 days where possible





The Chief Executive ensures full details of the complaint and all relevant paperwork is available





The Director produces full report for Panel to consider by no later than 3 days before the Panel meets














Chair of the Board notifies service user within 20 days of:


Details of panel


Date & venue of meeting


Service user and friend’s right to attend





Chair of Board: acknowledges letter within 8 days, liaises with no fewer than 2 Board members to set up Panel to meet within 28 days where possible





No





Yes





Has the complaint been through Stages 2 & 3





[Type a quote from the document or the summary of an interesting point. You can position the text box anywhere in the document. Use the Drawing Tools tab to change the formatting of the pull quote text box.]





YES





Refer to Appropriate Staff





Chief Executive will acknowledge within 8 days, explain what happens next:


Obtain all paperwork


Investigate complaint


Respond in writing within 30 days
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