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1. INTRODUCTION AND PURPOSE

This policy reviews and refines Brent Mind’s previous complaints policy of 2001. The purpose of the policy is to make it easier for service users and stakeholders to make a complaint and to set out clear and understandable procedures for dealing with and monitoring complaints.

Organisations can be afraid of receiving complaints. However, they should be welcomed and the purpose of this policy is to encourage complaints to be made as they can provide essential feedback on the services we provide and allow us to make any necessary changes.

The purpose of this policy is not to apportion blame amongst staff but to investigate complaints in a fair and consistent manner and to learn any lessons for service improvement.

2. WHAT IS A COMPLAINT?

A complaint will cover any situation where the person is dissatisfied with the services that Brent Mind provides. This covers situations where the complainant expects Brent Mind to do something but where it has not been done properly or not done at all. As it is difficult to provide a definition, which covers all situations, Brent Mind will take a broad view of what constitutes a complaint and give the complainant the benefit of any doubt. A complaint can be written or oral.

3. WHO CAN COMPLAIN?

Anyone who uses Brent Mind’s services or who is a stakeholder of Brent Mind or anyone who is affected by decisions we make can use the complaints procedure. The complaint can be made verbally or in writing.

4. EQUAL OPPORTUNITIES

Brent Mind is committed to providing a service in a non-discriminatory manner, which ensures no client, will be treated less favourably than another. Complainants will have a right to be represented by advocates at all stages of the complaints procedure. Brent Mind will endeavour to ensure that no complainant is disadvantaged when making a complaint. 

We will seek to ensure that the Guidance for making a complaint is translated into languages our service users normally use and arrangements are made for visually impaired clients to have the materials in Braille or for signers to be available or for the complaint to be made through Type talk. Interpreters and signers will be made available for any appeal hearings or meetings during the complaints procedure where necessary. Organisations such as Language Line will be used.

It will be made clear to service users that they should not be afraid to complain and that there will be no discrimination against them for doing so. (See Guidance for Service Users-Appendix two)

5. HOW TO DEAL WITH A COMPLAINT-GENERAL

All staff members have a responsibility for progressing and investigating any complaint received. When dealing with a complaint all staff are expected to:

· Treat the complainant with respect, be fair, courteous and apologise if we got something wrong

· Provide assistance in helping complete the complaint form if necessary

· Try to resolve the complaint as quickly as possible

· Treat the complaint confidentially and in line with our Equal Opportunities policy. 

· Provide a full explanation of any decision made

· Ensure the complainant has an advocate if required

· Use plain English in any letters or explanations we give

· Provide information in other languages or in Braille

· Monitor complaints and use them to make real improvements in the service we provide

6. HOW TO DEAL WITH A COMPLAINT-INFORMAL

When the complaint comes to the attention of a staff member, they should get as much information as possible to establish the nature of the complaint. If it turns out the nature of complaint is against another organisation, their details must be given to the service user and support given in making the complaint. If possible, steps should be taken to try and resolve the situation informally. For example, if a service user complains about being kept waiting in Reception for an appointment, a simple apology and ensuring delays do not occur again may suffice to resolve the issue.

However, if the complainant is not satisfied, they must be informed of their right to make a formal complaint. If required, assistance must be given to complete the Complaints Form or it is completed on their behalf if the complaint is made verbally. (See Appendix One)

7. DEALING WITH FORMAL COMPLAINTS –STAGE ONE

If a service user or stakeholder wishes to make a complaint, they can do so verbally or in writing using the Complaints Form. (Appendix One)The complainant must make clear what the nature of the complaint is.  If the complaint is made verbally or is made by letter, the details must be transferred to the Complaints Form. This must be given to the Head of the service the complaint is being made about. The complaint will be acknowledged in writing within 5 working days (excluding bank holidays and weekends) A record of the complaint will be logged by sending a copy of the Complaint to Support Services.

In order to fully investigate the complaint, a full 28 days will be given which should be notified to the complainant. If the complaint cannot be resolved within 28 days, the Manager will write to the tenant explaining what is happening and when they can expect a full reply. A full explanation of the decision of the Manager and how they arrived at it must then be sent to the complainant. They must be informed of their right to take their complaint to the next stage if not satisfied. They should be informed that they must do this within 28 days of receiving the full reply in Stage One.

The Manager will also consider if mediation is an appropriate option for resolving the complaint. The Manager will consider any legal implications for Brent Mind and get professional advice if necessary.

8. DEALING WITH FORMAL COMPLAINTS –STAGE TWO

If the complainant is unhappy with the response received at Stage One, they can appeal to the Complaints Panel. This is the final stage of Brent Mind’s complaints procedure. The Panel will consist of a maximum of three members. This should not include anyone directly involved in the complaint or in the investigation of it. The Panel will consist of:

· The Director

· One EC Member

· Service User Representative or if unavailable an Independent External Person (e.g. a representative of one of the partner Housing Associations)

The Panel can convene with a minimum of two members present. (To take account of illness, holiday, etc)

The Panel will only consider the appeal if Stage One has been exhausted.

The complainant will need to state their reasons verbally or in writing for wishing to appeal the decision. This information will be transferred onto the Complaints Appeal Form. (See Appendix One) A copy of this will be given to Support Services to log. The Appeal will be acknowledged in writing within 5 working days.

A hearing date will be offered to the complainant within 10 working days of receiving the appeal request. This should be at a time that is mutually convenient. The complainant must be given at least 5 working day’s notice of the proposed date. Any materials that will be used as evidence during the hearing must be sent at the same time. The complainant will be informed of their right to be represented or accompanied by a friend or advocate at the hearing.

If the complainant continually fails to take up the offer of a hearing, the Panel may decide to go ahead with the hearing. 

 The Hearing will take place at Brent Mind’s offices. The hearing should not take place later than 28 days after the appeal request unless there is delay on the complainant’s side.

If the complainant fails to show up for the hearing and does not provide a valid reason for this, the Panel will consider the appeal and inform the complainant in writing of their decision and reasons for it. 

The Panels decision must be given in writing within 5 working days in all cases.

The decision of the Complaints Panel is final and binding on Brent Mind. However, in cases, which involve housing management or support issues, the tenant has the right to pursue the complaint using the Housing Associations or London Borough of Brent Supporting People team procedures. The complainant can also complain to the Independent Housing Ombudsman on exhausting the complaints procedures of both organisations. The complainant should be notified in writing of this along with contact details at the same time the decision letter is sent. There is a separate Guidance provided for tenants.

9. COMPENSATION

The Complaints Panel has no power to award compensation outside of normal Brent Mind policy and procedure. The only exception is where Brent Mind has been at fault and extreme hardship may occur.

10. VEXATIOUS COMPLAINTS

If a complaint is found to be made maliciously or vexatiously, Brent Mind reserves the right not to hear the complaint. Reasons for this will be given in writing. 

11. MONITORING OF COMPLAINTS

Support Services will monitor all complaints. A log is provided for this. (See Appendix Three)  Quarterly Reports will be given to the Executive Committee on the number of complaints; stages the complaints are at etc.

12. CONFIDENTIALITY

Wherever possible, the complainant’s confidentiality will be protected but there may be exceptions to this such as cases where Brent Mind will have a legal duty to inform the police or statutory services. Staff should consult with a Senior Manager in all such cases.

APPENDIX ONE

                         
      COMPLAINTS FORM 

Name of Person making Complaint:

Address:
Phone/Mobile Number:

What Brent Mind service do you use? (E.G. Tenant in a group home, social club, counselling etc)

If not a service user, please state your connection to the complaint.

Brief description of your complaint (E.G. What happened that upset you or what part of Brent Mind’s service were you unhappy about?)

What can Brent Mind do to resolve your complaint?

Details of Complaint (e.g. What staff member you spoke to and when, what action if any was taken by Brent Mind up to now and any outcome of that action, what effect it has had on you etc) Continue on a separate sheet if needed.

Signed (person making complaint)

Date:

Brent Mind use only
If made verbally, name of staff member who recorded complaint:

Date passed to Manager (State name of Manager)

Date copy passed by Manager to Support Services: (State name of person given to):

Date Logged by Support Services: 



                           Complaints Monitoring Information Form

The completion of this form is voluntary and for statistical purposes only and will not affect how Brent Mind deals with your complaint in any way.

(You do not have to give your name on this form and the document will be kept separately from your complaint form)

What is your age?    Please tick

Under 18  

18-25

25-30

30-45

45-60

60-65

65+

What is your gender?  Please tick

Male

Female

What do you consider your ethnic origin to be? Please tick

White UK

Black UK

Asian UK

Chinese

Irish

African

Afro-Caribbean

Mixed Race

Other (Please state)………………………………………………………………..

Do you consider yourself to have a disability? Please tick

Yes

No



COMPLAINT APPEALS FORM


Name of Person requesting Appeal:

Address:

Phone/Mobile Number

Please state the Reason you are dissatisfied with the findings of the Manager in Stage One:

What can Brent Mind do to resolve this?

Signed (Person making complaint)

Date:

Brent Mind use only
If made verbally name of staff member who recorded appeal:

Date passed to Director:

Date copy passed to Support Services:(State name of person given to)

Date Logged by Support Services:


APPENDIX TWO

GUIDANCE FOR SERVICE USERS ON MAKING A COMPLAINT

(Please note there is a separate Guidance for Brent Mind Tenants)

If you are unhappy with any of Brent Mind’s services you are entitled to make a complaint. Brent Mind encourages service users to make a complaint as it allows us to learn from any mistakes we are making and to be able to improve our services to you.

What is a complaint and how do I make one? 

A complaint can arise from any situation where you are unhappy with the services that Brent Mind provides. This could be where you have expected Brent Mind to do something but where it has not been done properly or has not been done at all. As it is difficult to provide a definition, which covers all situations, Brent Mind will take a broad view of what amounts to a complaint and give the person complaining the benefit of any doubt.

Brent Mind operates a two-stage complaints procedure. Stage One complaints are made to a Senior Manager and Stage Two is made to a Complaints Appeal Panel.

You can make a complaint verbally or in writing. (This can be done through Type Talk) If you want to make it in writing, a Complaints Form is provided and is attached to this Guidance) You can ask any Brent Mind staff member to help you fill in the Complaint form if required. If you want to make the complaint verbally, Brent Mind will complete the details on the form and ask you to sign it.

Will I get into trouble if I make a complaint?

Brent Mind aims to continually improve its services. By receiving information on what we are not doing well, it allows us to make these improvements. We also aim to provide services in a non-discriminatory way and will not treat one person less favourably than another. Therefore, there will be no discrimination against anyone who makes a complaint.

Will my Complaint be kept Confidential?

Brent Mind will seek to protect the confidentiality of all service users who make a complaint wherever possible. However, there may be cases where this is not possible such as situations where Brent Mind may have a legal duty to report an incident to an external organisation. You will be informed in writing if this is the case.

What happens after I make a complaint?

Your complaint will be forwarded to the Manager of the Service. You will receive a letter confirming we have received your complaint within 5 working days. (Excluding bank holidays) The Manager will then investigate your complaint and you should receive a full decision on your complaint within 28 days. If for any reason, the investigation takes longer than this, you will be notified in writing with an estimated time in which you should expect to receive a decision.

The Manager may ask you whether you would like to have your complaint resolved through mediation, that is an independent organisation that will meet with you and a representative of Brent Mind to seek a solution to your complaint.

If I am not happy with the Managers decision, what can I do?
You can appeal the decision in writing (there is a form provided for this) or verbally to a Brent Mind staff member. Complaints using Type Talk are welcome. If you wish to appeal verbally, the details will be completed on the Appeal form by a staff member, which you will then be asked to sign.

You will be sent confirmation we have received your Appeal within 5 working days, excluding bank holidays. We will offer you a hearing date within 10 working days, which will be a time that is convenient to both you and Brent Mind. The hearing should take place within 28 days of you making the appeal.

Any evidence that will be used at the Appeal hearing will be sent to you at least 5 working days before.

What will happen at the Appeal Hearing?

The Panel will consist of at least two and normally three people who have not been involved in your complaint up till now. The Panel Members will normally consist of Brent Mind’s Director, an Executive Committee member and either a service user representative or person from an external organisation independent of Brent Mind.

You are encouraged to bring a friend or representative to the Appeal hearing with you.

The Manager involved in Stage One will present their findings. You will then have an opportunity to put forward your side of the story or your representative can do this on your behalf. 

If you do not attend the Hearing and do not have a good reason for not doing so, the Appeal Panel can decide to hear the Appeal in your absence.

What happens after the Appeal Hearing?

You will receive the Panel’s decision within 5 working days. Their decision is final. There is no power to award compensation except in exceptional circumstances. However, if Brent Mind is found to be at fault we will offer a full apology and a full explanation of how we intend to resolve the situation.



Others who may be able to help

Independent advice can be obtained from the following:

Citizens Advice Bureau

Housing Advice Centre

Law centre

Local Councillor-via Brent Town Hall

Member of Parliament (MP)-House of Commons, London, SW1 OAA

County Court-If the complaint is about gender or racial harassment, you can complain to the County Court. Any complaint must be registered with the Court within 6 months of the incident occurring.

Your Care Co-coordinator/Social Worker/CPN

GUIDANCE FOR TENANTS & FLOATING SUPPORT CLIENTS ON MAKING A COMPLAINT

If you are unhappy with any of Brent Mind’s services you are entitled to make a complaint. Brent Mind encourages service users to make a complaint as it allows us to learn from any mistakes we are making and to be able to improve our services to you.

What is a complaint and how do I make one? 

A complaint can arise from any situation where you are unhappy with the services that Brent Mind provides. This could be where you have expected Brent Mind to do something but where it has not been done properly or has not been done at all. As it is difficult to provide a definition, which covers all situations, Brent Mind will take a broad view of what amounts to a complaint and give the person complaining the benefit of any doubt.

There may be some complaints that are the responsibility of another organisation. An example of this is if repairs to your home have not been carried out. This may be the fault of the Housing Association who own the property. If this is the case, we will give you the name, number and address of whom you need to contact. Brent Mind is happy to assist you in making the complaint.

Brent Mind operates a two-stage complaints procedure. Stage One complaints are made to a Senior Manager and Stage Two is made to a Complaints Appeal Panel.

You can make a complaint verbally or in writing. (This can be done through Type Talk) If you want to make it in writing, a Complaints Form is provided and is attached to this Guidance) You can ask any Brent Mind staff member to help you fill in the Complaint form if required. If you want to make the complaint verbally, Brent Mind will complete the details on the form and ask you to sign it.

Will I get into trouble if I make a complaint?

Brent Mind aims to continually improve its services. By receiving information on what we are not doing well, it allows us to make these improvements. We also aim to provide services in a non-discriminatory way and will not treat one person less favourably than another. Therefore, there will be no discrimination against anyone who makes a complaint.

Will my Complaint be kept Confidential?

Brent Mind will seek to protect the confidentiality of all service users who make a complaint wherever possible. However, there may be cases where this is not possible such as situations where Brent Mind may have a legal duty to report an incident to an external organisation. You will be informed in writing if this is the case.

What happens after I make a complaint?

Your complaint will be forwarded to the Manager of the Service. You will receive a letter confirming we have received your complaint within 5 working days. (Excluding bank holidays) The Manager will then investigate your complaint and you should receive a full decision on your complaint within 28 days. If for any reason, the investigation takes longer than this, you will be notified in writing with an estimated time in which you should expect to receive a decision.

The Manager may ask you whether you would like to have your complaint resolved through mediation, that is an independent organisation that will meet with you and a representative of Brent Mind to seek a solution to your complaint.

If I am not happy with the Managers decision, what can I do?
You can appeal the decision in writing (there is a form provided for this) or verbally to a Brent Mind staff member. Complaints using Type Talk are welcome. If you wish to appeal verbally, the details will be completed on the Appeal form by a staff member, which you will then be asked to sign.

You will be sent confirmation we have received your Appeal within 5 working days, excluding bank holidays. We will offer you a hearing date within 10 working days, which will be a time that is convenient to both you and Brent Mind. The hearing should take place within 28 days of you making the appeal.

Any evidence that will be used at the Appeal hearing will be sent to you at least 5 working days before.

What will happen at the Appeal Hearing?

The Panel will consist of at least two and normally three people who have not been involved in your complaint up till now. The Panel Members will normally consist of Brent Mind’s Director, an Executive Committee member and either a service user representative or person from an external organisation independent of Brent Mind.

You are encouraged to bring a friend or representative to the Appeal hearing with you.

The Manager involved in Stage One will present their findings. You will then have an opportunity to put forward your side of the story or your representative can do this on your behalf. 

If you do not attend the Hearing and do not have a good reason for not doing so, the Appeal Panel can decide to hear the Appeal in your absence.

What happens after the Appeal Hearing?

You will receive the Panel’s decision within 5 working days. There is no power to award compensation except in exceptional circumstances. However, if Brent Mind is found to be at fault we will offer a full apology and a full explanation of how we intend to resolve the situation.

If I am not happy with the Appeal Panels decision, what can I do?

If you are not satisfied with the decision of the Appeals Panel, and your complaint is to do with repairs, health and safety or how rent issues have been dealt with you can appeal to the Housing Association who own the property you live in. (Stadium or PCHA) Brent Mind will provide you with the contact details when they send you their decision. You will then go through their Complaints procedure. If you are not happy with their decision, there is then a further Appeal to the Independent Housing Ombudsman, Norman House, 105-109 The Strand, London, WC2R OAA. Telephone 020 7836 3630.

If your complaint is to do with the support you receive from Brent Mind’s Housing service, you can appeal to the London Borough of Brent Supporting People Team, Mahatma Ghandi House,




Others who may be able to help

Independent advice can be obtained from the following:

Citizens Advice Bureau

Housing Advice Centre

Law centre

Local Councillor-via Brent Town Hall

Member of Parliament (MP)-House of Commons, London, SW1 OAA

County Court-If the complaint is about gender or racial harassment, you can complain to the County Court. Any complaint must be registered with the Court within 6 months of the incident occurring.

COMPLAINTS LOG (SUPPORT SERVICE USE ONLY)

Year: 2003

Types of Complaint: 1) Governance, 2) Support Services 3) Housing 4) Counselling 5) Community Services  

Initials of Complainant

& Type of Complaint
Date Complaint Received
Date passed to Support Services
Date of Decision.

Resolved at Stage One?
Date of Appeal hearing
Appeal to external

Body?
Outcome

































































































FLOW CHART OF COMPLAINTS POLICY







                                  Issue raised with Brent Mind staff member


   Issue Resolved Informally

   End of Matter




Issue not Resolved

                                                       Complaint made verbally/In writing




                                                                                                   Copy to Support 

                                                                                                   Services  


Complaint Resolved

End of matter
    


Issue not resolved


Appeal made verbally/in writing

                                                                                                                          


                                                                               Copy to Support Services  

Appendix Three

Guidance for Staff in Responding to Complaints 

· Make sure details are accurate

· Ensure your letter is clear, well spaced and easy to read. Ensure you have used plain, jargon free English and that any technical terms are fully explained.

· Describe what the investigation has entailed, including any interviews or statements taken.

· Address each of the complainant’s grievances in turn-do not leave any out.

· Indicate whether the complaint was upheld, and explain the reasons for this decision.

· Describe and explain any action from the investigation.

· Offer an apology where appropriate, or an alternative remedy.

· Offer the complainant the opportunity to meet with yourself and any other relevant individuals, to discuss the content of the letter.

· Advise the complainant of what steps to take if she or he is still dissatisfied and wants to take the complaint further. This should include a full explanation of the appeals procedure.

· Clearly include your contact details and times you are available.

(From National Mind’s “Handling complaints” 2003)

               Dos and Don’ts when managing complaints

DO
DON’T

· Give your name

· Get the complainant’s contact details

· Let the complainant decide if they wish to pursue the complaint formally

· Tell the person what will happen next and the stages of the procedure

· Ask the complainant for suggested remedies

· Get the facts and make notes

· Listen

· Stay calm, even if the person gets angry

· Be sympathetic

· Take the person seriously

· Be honest

· Let service users know improvements which you have made

· See complaints positively


· Argue with the complainant

· Get angry

· Get into a blaming situation

· Accept abuse, for example swearing

· Deter people from making a complaint

· Consider the complaint as personal criticism

· Use jargon when writing back to the complainant

· Delay in dealing with the complaint

· Give misleading advice

· Defer from policy and procedure

· Pass the buck

Action or Inaction that leads to the complaint





   STAGE ONE


Acknowledgement by Manager within 5 working days. Decision within 28 days unless good reason.








  		STAGE TWO


Acknowledgement by Manager within 5 working days. Hearing within 28 days with at least 5 working days notice of hearing + evidence





                           DECISION


Decision to be sent within 5 working days. Decision of Panel is final unless complaint is from a tenant who can then complain to the Housing Association or to Supporting People.
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