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COMPLAINTS POLICY AND PROCEDURE

Purpose

Carer Support Wiltshire aims to provide the best possible service to Carers in Wiltshire. 

There is a process for evaluating the quality of the service and a culture that encourages and welcomes comments and suggestions that will help to ensure consistently high standards of service are provided.

Carer Support Wiltshire recognises that there may be occasions when individuals find that the quality or level of service provided is considered to be less than could be reasonably expected.  

We hope that these matters will be easily resolved in discussion with the Chief Executive. If the conduct of the Chief Executive is involved, a discussion with the Chairperson of Carer Support Wiltshire will be arranged.

Procedure

The following procedure should be used if any matter is unsatisfactorily resolved, after discussion with the Chief Executive Officer.  An adviser, friend or advocate can assist an individual through any stage of this process:

· The Chief Executive shall acknowledge in writing the receipt of any complaint normally within seven days.

· The Chief Executive shall undertake to investigate the circumstances leading to the complaint

· The Board of Trustees shall be regularly informed of the number and nature of any complaints and how they are dealt with.

· The Chief Executive shall communicate the results of the inquiry to the complainant within a reasonable time (normally twenty-one days).  

· The complainant shall have the right, if dissatisfied with the results of this inquiry to put his/her case personally to the Chairperson or delegated member of the Board of Trustees, either verbally or in writing.

· Where appropriate, a written apology shall be made to the complainant signed by the Chair of the Board of Trustees.

· Individual's rights to confidentiality will be respected.  

· With the complainant's permission a full record of the complaint and its outcome will be 
retained in offices.  Reference and details of the complaint should however be kept in all circumstances.
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