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Provider Procedure and Process Checklist: Complaints and Compliments
Complaints and Compliments Procedure:

Providers should have a Procedure that, as a minimum:

· defines what a complaint is and who may (or may not) complain;

· assures its customers and their families that they will not be victimised / have their service withdrawn or reduced for making a complaint;

· advises that complaints can be made in a variety of ways (e.g. e-mail, in person, via the telephone or in writing);

· details the name and contact details of the person responsible for managing complaints;

· details the stages (e.g. a local element and a means of review) of the Procedure and timescales within each (e.g. acknowledgement and response); 

· indicates the appropriate triggers to alert the Provider of possible safeguarding / disciplinary issues when complaints are received;

· details the mechanism in place to deal with anonymous complaints;

· details the mechanism in place to deal with persistent / vexatious complaints;

· details the action and support that will be provided to an employee / volunteer if a complaint is made about them; 

· details the training that employees / volunteers will receive (level and frequency).

Procedure Implementation:

· Are employees / volunteers aware of and understand the Procedure?
· Is there a mechanism in place to record and track individual complaints and compliments?
· Are all complaints and compliments acknowledged in writing?
· Are all complainants provided with the name of the person who will be dealing with their specific complaint?
· Are all complainants informed what stage of the Procedure their complaint is being looked at?
· Are all complainants provided with a written response to their complaint?
· Are complainants advised, within the response, of what action to take if they remain dissatisfied / unhappy?
· Is a copy of the complaint, its outcome (and where applicable the investigation) held on the customer file?
· Is there a mechanism in place to analyse and identify any recurring area / pattern of complaints and take timely and appropriate action to address these?
· Is there a mechanism in place for ‘lessons learnt’ to feed into employee supervision and training, as appropriate?

Publicity:

· Is the Procedure well-publicised (e.g. Employee / Volunteer Handbook, leaflets, noticeboards, Customer Handbook (if applicable), website, etc)?
· Is the complaint publicity written in plain language?
· Is the complaint publicity available in different languages and different formats as appropriate to the needs of customers?
· Does the complaint publicity give contact details (including: address, telephone number and e-mail address)?
· If required, does the Provider help the complainant obtain advocacy or other appropriate support?

Compliments

Compliments, were practicable, should also be recorded (in a logbook) and fed back to the employee / volunteer that they relate to (ideally via Supervision); and communicated and celebrated widely across the organisation.

Employee / Volunteer Induction

All employees / volunteers should have an induction. During this induction a copy of the Provider’s Complaints and Compliments Procedure should be provided and the Provider should make sure that the employee / volunteer understands it and is aware of the name of the person responsible for managing complaints and how to contact them.

Complaints Training 

As a minimum, all employees / volunteers should receive Complaints Training within six months of their employment / volunteering opportunity; and every three years thereafter.
Council’s Adult Social Care Contract 

If an organisation has a Contract with the Council’s Adult Social Care Service Area, in addition to the above, they would be expected to:

· for the duration of the Contract, ensure its Complaint and Compliment Procedure advises of the Council’s Complaint Procedure and how its Customers can contact the Council’s Corporate Complaints Team; 

· at the commencement of the Contract, provide the Authorised Officer with a copy of the Complaint and Compliments Procedure and ensure the Authorised Officer is advised of any revisions, as and when made;

· ensure that the Authorised Officer is informed of any serious complaint or allegation (e.g. safeguarding issues and / or alleged criminal activity) immediately in writing;
· record and report to the Authorised Officer the volume of complaints and compliments received in relation to the Service (including themes identified and action taken). 
For complaints received by the Council about the Provider, its employees, volunteers and / or the Service, the Corporate Complaints Team will contact the customer to ask if they wish for the Provider to respond to their complaint or if they wish for the Council to investigate on their behalf. The Council will always encourage the customer to resolve any issues with the Provider before the Council investigates; however, if the customer has exhausted the Provider’s Complaints and Compliments Procedure, the Council will investigate. If the Provider is investigating, the Council would expect the Provider to send a copy of their response to the customer and the Authorised Officer. 

When the Council investigate, the complaint will be logged and investigated under the Council’s Adult Social Complaint Procedure. To assist the investigation, the Provider shall provide the Authorised Officer with all required information within the requested timescales.
