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	COMPLAINTS POLICY AND PROCEDURE


Policy Statement
Tai Esgyn is committed to providing quality services.  However, it is recognised that there may be occasions when the quality of our service fails to satisfy expectations.

Tai Esgyn takes a positive attitude in relation to complaints because we understand that giving access to a complaints procedure actually supports our commitment to providing quality services and learning from experience.  This policy explains how to complain about services and how you can expect the complaint to be dealt with.

Policy Aims
· To ensure that all complaints are dealt with fairly and consistently

· To inform how complaints can be made and the action that can be expected from Tai Esgyn
· To ensure that proper records are kept of complaints, the action taken and the outcome

Procedure
Stage 1

· Complaints of a less serious nature can be made either verbally or in writing to any member of staff

· The person you complain to will make a written record of the complaint and will attempt to resolve the matter within 21 days

· Complaints not resolved to the satisfaction of the complainant will be handled under Stage 2

Stage 2

· Complaints unresolved at Stage 1, or matters of a more serious nature, should be set out in writing giving the full nature and circumstances of the complaint.

· This should be addressed In Confidence to a member of the Tai Esgyn Management Team other than the Director

· Tai Esgyn will acknowledge the complaint in writing

· Tai Esgyn will investigate the matter fully and provide a written response within 21 days

· Where the response does not resolve the matter, the complainant can seek to have the matter reconsidered under Stage 3

Stage 3

· A complainant may have their complaint considered by the Director, if it is not resolved to their satisfaction under Stage 2

· The complaint should be set out in writing giving full details of the nature and circumstances of the initial complaint, the action already taken by the Tai Esgyn Management Team and the reason for dissatisfaction

· The Director will undertake a full review of the complaint and provide a written response within 14 days

· Where the outcome still does not satisfy the complainant, then the issue will be dealt with under Stage 4 of this procedure

Stage 4

· Complainants can make representation to the Board of Trustees.

· The matter should be put in writing setting out all the details of the complaint and the action taken by others in an attempt to the rectify the problem

· The Board of Trustees will review the way in which the complaint has been dealt and may give the complainant the opportunity to make personal representation

· The Board of Trustees will provide a full written response within 28 days

· The decision of the Board of Trustees is as final

Responding to Complaints
In responding to complaints we will clearly set out:

· The action taken to investigate the complaint

· The decision

· The reason for the decision

· Any action taken to rectify matters

· This will include an apology where the complaint is upheld

General
· This policy and procedure does not apply to day-to-day complaints such as repair reports or tenant disputes as these are, in fact, tenancy management matters.  However, how Tai Esgyn responds to such matters could be the subject of a complaint

· The complaints procedure will be provided to all tenants at the commencement of their tenancy and will be available on request

· Complainants have the right to consult a solicitor, other legal advisor, Citizens Advice Bureau, Housing Advise Centre or an advocacy service

· Further assistance can be sought from the following:

The Care Standards Inspectorate for Wales
The Charities Commissioner

Unit C Phase 3




8th Floor

Tawe Business Village



Clarence House

Phoenix Way





Clarence Place

Llansamlet





Newport

Swansea





NP19 7AA

SA7 9LA

Supporting People Team



Complaints Officer

City and County of Swansea


Social Services

19 High Street




County Hall

Swansea





Swansea

SA1 1LF





SA1 3SN

Compensation
· In circumstances where you can show that you have suffered a material loss through our negligence or the negligence of some body acting on our behalf, you may be entitled to compensation to the value of your loss

· If you have a legitimate complaint but you have not suffered any material loss but you have still been severely inconvenienced by our failure to meet a reasonable standard of consumer care, we may make you an ex-gratia payment of up to £25.00.  Such a payment will in no way amount to an admission of liability on the part of Tai Esgyn
Records and Reporting
· A Complaints Register and full written records will be kept

· The Complaints Register will be considered by Tai Esgyn on an annual basis

· Complainants should be aware that the Complaints Register may be viewed by the Care Standards Inspectorate for Wales and the Supporting People Team as part of their work

Review
· This policy will be subject to review on an annual basis

	COMPLAINT FORM


	Name of Complainant:



	Verbal/Written (delete as appropriate)

	Date Received:



	Date Acknowledged:




	Description of Complaint



	Investigation and Action (use separate sheets as required)




	Complaint Upheld/ Moved to Stage….

	Signed
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