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Complaints policy and procedures

1.0  Scope and purpose of this policy
This policy applies to all complaints, internal or external. Its chief purpose is to ensure complaints are dealt with efficiently and fairly and to a defined and transparent process. 

2.0 	Who is this policy for?
This policy applies to all paid staff and volunteers at Worcestershire Association of Carers (WAC) including staff, volunteers and trustees. It also applies to anyone working on behalf of WAC.


Complaints Procedure 

Complaints provide an important way for the organisation to learn. For this reason, all complaints, informal and formal and from any source, should be reported to the Chief Executive who will keep a central record for review. If in doubt, please report.

Any staff who receive an external complaint, formal or informal, should whenever practical also speak to their line manager before providing a response. It is recognised that this won’t always be practical in a live situation but will apply whenever written complaints are received. 


For staff and volunteers
We hope that most complaints can be raised and resolved informally by directly speaking to the person or persons involved. 
  If it has not been possible to resolve your complaint at Stage 1 you should make a formal complaint using the  grievance procedure which is detailed in the staff handbook. 
For clients
Stage 1 Informal stage
We hope that most complaints can be raised and resolved informally by directly speaking to the person or persons involved. If it has not been possible to resolve your complaint at Stage 1 proceed to stage 2. Before proceeding to a formal complaint, please refer to the Service to Clients policy available on our website. 
Stage 2 Formal stage
Formal complaints should be made in writing as follows
a. If your complaint relates to the governance of Worcestershire Association of Carers by the Board of Trustees, is about an individual Trustee or the Chief Executive you should write to the Chair of Trustees
b. If your complaint is about a staff member you should write to their line manager or to the Chief Executive. 
c. In all cases, your letter will be acknowledged within 10 working days of the date of receipt allowing for absence and leave. 
d. Once the complaint has been acknowledged it will be investigated and a written response will normally be provided within a further 20 working days.  If this time frame is delayed, you will be informed. 
e. If you are not satisfied by the response at Stage 2, you should write to the Chair of Trustees, who will acknowledge your letter, normally within 5 working days, and the procedure will move to Stage 3. If the Chair of Trustees is the subject of the complaint, you should write to the Vice Chair, who will implement the Stage 3 procedure.

Stage  3 – Final stage
In Stage 3, your complaint will be reviewed by at least two Trustees who will have no previous involvement in the complaint.   The panel will normally meet within 20 working days of your complaint being received and may approach you for further information if they feel it is appropriate. 
The review panel will let you know its decisions and the reasons for those decisions in writing within 10 working days of meeting. Their decision will be final. However, there are certain circumstances in which you can complain to the Charity Commission. Guidance can be found here: Complaints about charities - GOV.UK (www.gov.uk)


GUIDANCE NOTES
The Chief Executive will maintain a record of complaints and compliments and these will be reviewed on a regular basis.  
The Deputy CEO may act in lieu of the CEO if they are not available in a reasonable timescale. 
The Board of Trustees will receive information annually on the number of complaints and compliments received. 
Specific details which may identify individuals, be they complainant or staff, will be kept strictly confidential and on a need-to-know basis.
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