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Review: 

This procedure will be reviewed every two year or when new legislation is brought in, in relation to our internal complaints policy, whichever is the earliest. 
Next review date:   /   /
PURPOSE: 
The purpose of this procedure is to ensure that [insert company name here] complies with any legal requirements, guidelines, regulations, and best practice and that there is an efficacious procedure in place to manage complains, suggestions and compliments.
This procedure also helps [ company name] to meet the CQC Key Lines of Enquiry: C2, R2 and S1 see annex for definitions. 

AIMS:

The aims of these compliments, suggestions and complaints procedure are:

To ensure the service user has a clear procedure to follow
To ensure that all complaints are addresses swiftly and resolved within a timely manner,

To ensure that the quality and delivery of the services is improved in line with any lessons learned from any complaints, suggestions or compliments made.
​​​​​​​​​​​​​__________________________________________________________________________________
[ insert company name here] Compliments, suggestions, and Complaints procedure
If you should have any compliments, suggestions, or complaints about our service as a whole, individual staff members or any other issue, please do not hesitate to contact [ insert company name here]. 

By Telephone:

[ insert company telephone number here]
By Email:


[ insert company email here]
By Post, or in Person:
[ insert company name and address]
All comments of any kind are more than welcome and will all be viewed in a positive manner.  It is our aim to improve our service wherever possible, and feedback is needed from interested parties to enable thorough examination and review of our performance.  All comments, compliments and complaints will be responded to.

[insert company name] Complaints Procedure

First Stage:

To commence the complaints procedure, a complainant should contact [ company name] in the first instance, either verbally, electronically or in writing informing them of their complaint.  The [ company name] will send a written acknowledgement to the complainant within seven working days of the complaint being received.  

The complaint will be assigned to a manager for investigation, the complaint will be logged, and a report will be produced for review together with any supporting evidence and this will be submitted within 7 days to a senior member of staff. 

The complaint will then be evaluated by a senior member of staff who will review the report and evidence provided and determine the validity of the complaint received.  They will provide a written response to the complainant within 14 working days.  The complainant will be advised that they have the right to appeal if they are unsatisfied with the response provided.

Second stage 
[insert company name] shall contact the complainant within seven working days of their receiving the written response to the complaint, to determine whether the response is satisfactory and that the complainant’s issues of concern have been addressed.  Where the complaint is resolved, information concerning any action taken shall be provided to the complainant as soon as possible, and no later than 28 days from the resolution of the complaint.

Third stage 
If the complaint has not been resolved to the complainant’s satisfaction following the second stage, the complainant should let the company know that they wish to appeal and provide the reason(s) for this.  These reasons, together with the complaints response and investigation will then be reviewed.  Then complainant can decide if they wish the review to be conducted by a Senior Member or director of the company or by a member of the Care Captains team and a formal response will be provided within a further 14 working days.   Information concerning any action taken shall be provided to the complainant as soon as possible, and no later than 28 days from the final resolution of the complaint.

Fourth stage 
If the complainant is still not satisfied, then the matter shall be referred to the Care Quality Commission (CQC). 

In the event that a service user is complaining about abuse at the hands of [company name] Assistant, the [company name] Assistant shall be suspended immediately, and the matter fully investigated in co-operation with the local police, Social Services and The CQC.  Appropriate action shall be taken, and all relevant parties informed fully at every stage of investigations.

In the event, that a [company name] Assistant makes allegations of abuse or assault from a Service User, the relevant Social Services shall be informed, and services offered to that individual shall be suspended or altered to protect against further allegations being made.  The Police and CQC shall be informed if the allegation is found to be substantiated.  Any such matters shall be handled appropriately, with due consideration to all those involved, and respect for confidentiality and security of information. 

The Care Quality Commission can be contacted at any time during the complaints process or on any other matter of concern at any time.  
Their contact details are:
The Care Quality Commission (National Correspondence)
Citygate

Gallowgate

Newcastle upon Tyne
NE 1 4PA
Tel: 0300 061 61 61       



Email: enquiries@cqc.org.uk
[ company name] 
COMPLAINT FORM

NAME of Complainant:   ………………………………………………………………………………..

DATE COMPLAINT OCCURRED……/……../……….. TIME ……………………………….
PLEASE PROVIDE AN OUTLINE OF THE DETAILS OF YOUR COMPLAINT BELOW:
	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


SIGNED………………………………………………………DATED………………………………….

RECEIVED BY………………………………………………DATED………………………………….
[ company name] 

COMPLAINT FORM CONTINUED

ACTION TAKEN:
	

	

	

	


If you wish to contact the Care Quality Commission, they can be contacted at
CQC, Citygate, Gallowgate, Newcastle upon Tyne, NE1 4PA,
Tel: 03000 616161.

[company name]
 SUGGESTIONS & COMPLIMENTS FORM

NAME……………………………………………………………………………………………
DATE OF COMMENT…………...………………………………….....................................
PLEASE WRITE YOUR SUGGESTIONS, COMMENTS OR COMPLIMENTS BELOW:
	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


SIGNED………………………………………………………DATED….…………………………

RECEIVED BY……………………………………………………………………………………...
ACTION TAKEN

	

	

	

	

	


ANNEX
CQC KEY LINES OF ENQUIRY REFERRED TO:
C2: How does the service support people to express their views and be actively involved in making decisions about their care, treatment and support as far as possible?

R2: Do services take account of the needs and choices of different people?
S1: How do systems, processes and practices safeguard people from abuse?
Source: taken from the CQ website: 

https://www.cqc.org.uk/sites/default/files/20180628%20Healthcare%20services%20KLOEs%20prompts%20and%20characteristics%20showing%20changes%20FINAL.pdf
COMPLAINTS PROCEDURE DIAGRAM











The Senior Member of staff will:





Review the report & evidence


Determine the complaints validity


provide a written response to the complainant within 14 working days


inform complainant they have the right to appeal if unhappy with response.





The Manager will submit report within 7 working days to a Senior member of staff.





The complaint will be logged.





The Complaint will be assigned to a manager for investigation. 





The Manager will produce a report including any supporting evidence. 





Company to send written response to complainant within 7 working days








First Stage:


Complaint to be sent to company:


In Writing 


Electronically


verbally








Second Stage:


The company will contact the complainant within 7 working days of the response. To see if the complaint has been resolved to the complainant’s satisfaction.











Complaint has not been resolved to complainants’ satisfaction – go to Third Stage.





Complaint has been resolved to complainants’ satisfaction 





Information concerning any action taken shall be provided to the complainant within 28 Days. 





Third Stage:


Complainant informs company they wish to appeal and provide reasons.





Company or Care Captains to provide information to complainant of any action taken within 28 days.





Fourth Stage:


If the complainant is still not satisfied, then the matter shall be referred to the Care Quality Commission (CQC). 








YES





NO





Has the complaint now been resolved to the complainant’s satisfaction?





A formal response should be provided to complainant within 14 working days 





Complainant wants Care Captains to review appeal





Senior Member / director to review appeal 





Care Captains to review appeal





Complainant wants Company Director to review appeal





Company will review appeal and inform Complainant that they can have the appeal reviewed either by a company director or by a member of the Care Captains Team
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