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FEEDBACK (Concerns and Complaints)
All complaints are taken seriously and the following robust procedure will ensure each complaint is dealt with appropriately in a professional, fair manner.

Red writing indicates where a template needs to be used

1. A complaint should be raised with any team member at Sunnyside who you feel comfortable to discuss the matter with by:

· Complaints Form
· Writing an email (if possible) to care@sunnysidehouse.co.uk
· Writing a letter to 130 High Street, Aveley, Essex, RM15 4BX

· Verbally (phone or in person)

2. We will treat anonymous complaints in line with our complaints procedure and investigate the complaint fairly and effectively.

3. We will only accept complaints from a representative if either

· We that the service user has consented, either verbally or in writing

Or
· Where the service user cannot complain unaided and cannot give consent because they lack capacity within the meaning of the Mental Capacity Act 2005 and

· The representative is acting in the service users best interests, e.g. where the matter complained about, if true, would be detrimental to the service user

4. A complaint must be made no later than 12 months after:

· The date the event occurred or, if later,

· The date the event came to the notice of the complainant

5. The time limit will not apply if Sunnyside House is satisfied that 

· The complainant can give a good reason for not making the complaint within that time limit, and

· Despite the delay, it is still possible to investigate the complaint effectively and fairly

6. We aim to have all complaint investigations concluded within 6 months unless a different deadline is agreed with the complainant with good reason.

7. All complaints will be acknowledged within three working days with an expected turnaround of 28 days the investigating officer will ensure:

· They make a written record of the complaint
· They provide a copy of this for the complainant

· A Complaint Acknowledgement Form is sent to the complainant with a copy of our Complaints Procedure for information.

8. All complaints will be investigated by a person with sufficient seniority to resolve the issues and they advise the complainant of the name of the investigating officer assigned to handle the complaint
9. Complainants will receive (so far as is reasonably practical)

· Assistance to enable them to understand the complaint procedure, and

· Advice on where they may obtain such assistance. 

10. Please see our details about local advocacy services

11. The investigating officer will contact the complainant by telephone or in person within 1 week of receiving the complaint to introduce themselves, agree a complaint plan and agree a response date

12. The Investigating officer will confirm the plan/response date with a Complaint Plan to the complainant (unless complainant says otherwise).

13. The Investigating officer will then investigate the complaint (keeping a log) and maintain regular contact with complainant which may be daily or every few days (but at least once per week) depending on the severity of the case.

14.  The investigating officer will then telephone or arrange to meet the complainant to discuss the outcome prior to issuing a response letter (please bear in mind Data Protection Act when doing this).

15. The investigating officer will then confirm the outcome in writing with a Complaint Report giving the complainant 2 weeks to respond, making clear whether the complaint is:

a.) Upheld     b.) Partially Upheld   c.) Not Upheld

16. The investigating officer will then contact the complainant one week later to ensure safe receipt of the complaint report.

17. If the complainant is satisfied with the outcome then the Investigating Officer will send a Final Closure Letter to the complainant to confirm closure.

18. If the matter remains unresolved at this stage then the Investigating Officer is to ask for the complainant’s consent to share the complaint with the Thurrock Service Feedback and Improvement Team for advice:
Thurrock Service Feedback and Improvement Team

The Statutory Complaints Manager
Thurrock Council, Freepost ANG 1611
Civic Offices, PO Box 140, New Road, Grays, RM17 6TJ

Tel – 01375 652 612        Email – ascfeedback@thurrock.gov.uk 

19. Once your complaint has been fully dealt with by Sunnyside House, if you are not satisfied with the outcome, you can complain to the Local Government Ombudsmen (LGO). The LGO provides a free, independent service. You can contact the LGO Advice Team to register your complaint.

Tel: 03000 061 0614    Email: advice@lgo.org.uk
Web: www.lgo.org.uk
The LGO will not usually investigate a complaint until the provider has had an opportunity to respond and resolve matters.

20. Our service is registered with and regulated by the Care Quality Commission (CQC). The CQC cannot get involved in individual complaints about providers, but it is happy to receive information about our service users at any time. You can contact the CQC at:
Care Quality Commission National Correspondence

Citygate, Gallowgate, Newcastle Upon Tyne, NE1 4PA

Tel: 03000 061 6161

Web: www.cqc.org.uk/contactus.cfm
This procedure can be made available on request in other languages and in other formats such as cassette and Braille.

COMPLAINTS FORM

Please fill in this form if you wish to make a complaint

We will not give your name or any details on this form, to anyone who does not need them. However, we may talk to people, perhaps outside Sunnyside House, so that we can take the right action.

Name……………………………………………………………………………………

Your Address……………………………………………………………………………

………………………………………………………………………………………….…………………………………………….Postcode…………………………………..

Your telephone Number:

Home…………………………………………….

Work……………………………………………..

Are you complaining on behalf of someone?

Yes ‪      No ‪                    Name ………………………………………………
Have you complained about this before?

Yes ‪      No ‪

What was the name of the person you spoke/wrote to?

…………………………………………………………………………………………..

Do you know the date of which you complained?

…………………………………………………………………………………………..

Signature……………………………….. Date…………………………………………

Brief outline of your complaint:

…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………..........................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................
Office use only

Ref………………………………………………...

Date received……………………………………..

Manager’s Signature………………………………

Andrew Azzopardi

September 2011
