REORG

Compliments and Complaints Polic
To ensure that feedback is dealt with effectively.

1. Introduction

This policy defines REORG’s compliments and complaints handling process for beneficiaries,
professionals, and any other person wishing to make a compliment or complaint in relation to
REORG’s services, staff, Trustees or service users.

This policy does not define the procedure for staff members to make a complaint, this should be
made as a formal grievance.

2. Scope (Who does it apply to?)

This policy applies to all staff, beneficiaries, stakeholders and any person affected by a REORG
activity.

3. Document Objectives (What will it achieve or prevent?)

REORG is committed to working to the highest standards and, as an organisation, welcomes
feedback from beneficiaries, potential beneficiaries, partnership agencies and members of the
public.

This document outlines REORG’s policy and procedures with regards to compliments and
complaints handling, to ensure that such feedback is handled effectively, and that action is taken on
all identified learning arising from complaints and compliments so that improvements are made.

4. Responsibilities

The workforce is required to familiarise themselves with this policy and comply with its provisions.
This involves recognising a complaint and compliment to ensure that it is directed to the correct
individuals for a response.

All of the workforce:

e are responsible for notifying their line manager of any feedback at the earliest opportunity.

e are required to participate in the investigation of a complaint.

e will make sure that everybody who uses REORG (and those that support them) know, or can
easily find out, how they can make a complaint or give a compliment.

The Chief Executive Officer has overall responsibility and accountability for the management of
complaints and compliments.

Management will ensure that REORG has processes in place to ensure that they regularly review
complaints alongside other forms of feedback. They will make sure action is taken on all identified
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learning arising from complaints so that any necessary improvements are made.

REORG will ensure that all complaints are handled in line with the enclosed Standard Operating
Procedure.

REORG will ensure that complaints allocated for investigation are completed within the 28-day
timeframe wherever possible, and ensure that where this is not possible the person making the
complaint is kept informed.

The Complaint Handler is the person identified to carry out, oversee, and coordinate the
investigation of the complaint and the response to a complaint which has not been resolved
early/informally. The Complaint Handler will engage with the person raising the complaint
(preferably in a face-to-face meeting or by telephone) to find out more about:

the complaint

the key issues to be looked at
how the person has been affected
the outcome(s) they seek

The Complaint Handler will explain how they will look into the complaint, including:

what evidence they will seek out and consider
who they will speak to

who will be responsible for the final response
how the response will be communicated.

The Complaint Handler will also make sure that any staff members subject to a complaint are
made aware at the earliest opportunity wherever appropriate. The staff member(s) will have the
opportunity to give their views.

5. Complaints Policy Statement

REORG wants all of its beneficiaries and those involved with the projects to have a good
experience. If somebody feels that the service received has not met our high standards, we
encourage people to talk to staff to see if we can resolve the issue promptly.

REORG wants to make sure we can resolve complaints quickly as often as possible. To do that, we
support our staff to proactively respond to complaints raised at first point of contact.

Complaints should be handled in a sensitive and empathetic way. People will be listened to, get an
answer to the issues quickly, wherever possible, and any learning will be captured and acted on.

REORG will make sure that everybody who accesses their support (and those that support them)
know how they can make a complaint by having our complaints policy and/or materials that promote
our procedure visible on our website.

REORG will make sure that complainants' ongoing or future involvement will not be detrimentally
affected because they have made a complaint.

Complaints can be made to us:
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e in person
e by phone
e in writing, by email or online (via our website).

We will consider all accessibility and reasonable adjustment requirements of people who wish to
make a complaint in an alternative way. We will record any reasonable adjustments we make.

6. Who can make a complaint

Any person may make a complaint to us if they have received or are receiving services from our
organisation. A person may also complain to us if they are affected or likely to be affected by any
action, inaction or decision by our organisation.

7. Timescale for making a complaint
Complaints must be made to us within 12 months of the date the incident being complained about
happening or the date the person raising the complaint found out about it, whichever is the later
date.
If a complaint is made to us after that 12-month deadline, we will consider it if:

e we believe there were good reasons for not making the complaint before the deadline, and,
e tis still possible to properly consider the complaint

8. Complaints that can be resolved quickly (feedback)

Feedback can be an expression of dissatisfaction (as well as positive feedback) but is normally
given without wanting to receive a formal response or make a complaint. REORG staff will
encourage people to discuss any issues they have, as we may be able to sort the issue out to their
satisfaction quickly and without the need for them to make a formal complaint.

Our staff will aim to handle complaints that can be resolved quickly at the time they are raised, or
very soon after. We encourage our staff to do this as much as possible so that people get a quick
and effective answer to their issues.

If we cannot resolve the issue(s), we will handle it in line with the rest of this document.

If we consider that a complaint (or any part of it) does not fall under this procedure we will explain
the reasons for this. We will do this in writing to the person raising the complaint and provide any
relevant signposting information.

9. Early resolution of complaints
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When we believe that an early resolution may be possible, action will be taken to address and
resolve the issues raised and put things right for the person raising them. This may mean giving a
quick explanation or apology themselves or making sure a colleague who is more informed of the
issues does. The aim is to resolve complaints in person or by telephone wherever possible.

If we think a complaint can be resolved quickly, we aim to do this in around 10 working days.
However, this can take longer if the additional time means the complaint is more likely to be
resolved for the individual. We will always discuss with those involved what we will do to resolve the
complaint and how long that will take. If we can resolve a complaint.

10.1f we are not able to resolve a complaint quickly/informally

If we are unable to find an appropriate way to resolve the complaint to the satisfaction of the person
making it, we will look at whether we need to take a closer look into the issue(s).

Not every complaint can be resolved quickly (due to its complexity or seriousness). In these cases,
we will ensure that the complaint is allocated to the most appropriate person who will take a closer
look into the issues raised.

We will make sure people involved in carrying out a closer look have:

e The appropriate level of authority and autonomy to carry out a fair investigation
e The right resources, support and protected time in place to carry out the investigation,
according to the complexity of each case

Where possible, complaints will be looked at by someone not involved in the events complained
about. If this is not possible, we will explain to the person making the complaint the reasons why it
was assigned to that person. This should address any perceived conflict of interest.

11. Complaints about partnership agencies

Should a complaint be received which relates to a partner agency, we will seek permission from the
complainant to forward the complaint to the partner agency. REORG will make sure that we
investigate in collaboration with the partner agency, where appropriate, and a letter advising the
complainant of this will be sent.

The manager for the lead organisation in the partnership will be responsible for making sure the
person who raised the complaint is kept involved and updated throughout. They will also make sure
that the individual receives a single, joint response.

12. Confidentiality of lai

REORG are committed to maintaining confidentiality and protecting privacy throughout the
complaints process in accordance with UK General Protection Data Regulation and Data Protection
Act 2018. WDP will only collect and disclose information to those staff who are involved in the
consideration of the complaint. Documents relating to a complaint investigation will be stored
securely. They are only accessible to staff involved in the consideration of the complaint.

Complaint outcomes may be anonymised and shared within our organisation.

13.Processing compliments
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Compliments may be received from anyone who has had a positive experience of any REORG
services, this may include, service users, families/carers, and other professionals.

Compliments may be received in a range of formats including verbal communication, emails,
beneficiary feedback, feedback from groups and messages of gratitude and thanks.

Any verbal or written compliments will be recorded and kept securely.

Any member of staff identified as being the subject or contributing to any matter giving rise to the
compliment will be notified.

REORG will feed learning from compliments back into the system to improve performance.

14.Standard Operating Procedure (SOP)
We will:

listen to make sure we understand the issue(s)

ask how the complainant has been affected

ask what the person making the complaint would like to happen to put things right

carry out these actions if we can

explain why if we can’t do this

capture any learning if something has gone wrong, to share with colleagues and improve
services for others.

REORG has a three-step process for handling complaints:

Step 1- Recording the complaint

The complaint should be recorded within 1 working day and the person making the complaint should
be contacted within 2 working days. During this contact, details of the complaint should be clarified
and it should be established if the complaint can be resolved quickly and informally.

If the complaint cannot be resolved quickly and informally, a complaint handler will be allocated to
deal with the complaint. This will be the most appropriate member of staff.

The complaint handler will formally acknowledge the complaint in writing within 1 working day
setting out the investigation process and time frame

Step 2- Investigating the complaint
The complaint handler should gather and record all relevant information, this may include
documented discussions, review of records, guidance or policies. The investigation should state

whether the complaint has been upheld, not upheld or partially upheld. The investigation stage
should be completed within 28 days.

Step 3- Responding to a complaint/outcome

As soon as possible after the investigation is finished, the complaint handler will provide a written
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response informing the person making the complaint of the outcome which will consider the
following:

A reminder of the issues investigated, and the outcome sought

an explanation of how they investigated the complaint

the relevant evidence that was considered

what the outcome is

an explanation of whether or not something went wrong that sets out what happened
compared to what should have happened, with reference to relevant standards, policies and
guidance

If something did go wrong, an explanation of the impact it had

An explanation of how that impact will be remedied for the complainant

A meaningful apology for any failings

An explanation of any wider learning they have acted on/will act on to improve outcomes

An explanation of how they will keep the person raising the complaint involved until all action
has been carried out

e confirmation that they have reached the end of our complaint procedure.

Any remedial action will be recorded and monitored.

If the person making the complaint does not feel that the complaint has been resolved, they have
the right to appeal within 28 days.

15. Appeals process
REORG has a two-step process for handling appeals:

Step 1- receiving an appeal letter

An appeal letter is received within 28 days of the investigation response. An appeal handler is
assigned (the most appropriate member of staff) and will formally acknowledge the appeal within 24
hours, setting out the appeals process and expected time frames.

Step 2- Investigation
The appeal handler will review all the documentation from the original complaint and investigation.
Any additional information will be added to the complaint record.

Step 3- Outcome
The appeal handler will inform the complainant of the outcome, the reasons for the decision and any
identified actions. These actions will be recorded and monitored.

The person making the complaint may wish to escalate their concern to the Charity Commission
should they feel their complaint remains unresolved. The appeal handler will provide these details if
requested.
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16.Glossary

Complainant
A complainant is any person affected by a REORG programme or activity wishing to make a
complaint.

A complaint
A complaint is a concern from a complainant regarding a REORG programme or activity.

A compliment
A compliment is an expression of praise from an individual regarding a REORG staff member,
service, or service user.

Complaint Handler
The person who has been allocated to investigate the complaint.

Correspondent
An individual who has raised either a compliment or complaint in relation to REORG services.

Evidence
The available body of facts or information indicating whether a belief or proposition is true or valid.
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