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Document Change Log
This document will be reviewed every 24 months or as changes in legislation and regulation dictate.
	Version No
	Date
	Document Change 

	1.3
	Oct 2020
	Updated partner information.  
Addition of 3.6.11 complaints made against staff members 
Addition of Appendix 5 Key points for completing complaint investigation – moved from policy body.

	1.3
	Oct 2022
	Two Yearly Review – No changes

	1.4
	Aug 2023
	New Humankind Policy 
NYH policy to reflect new policy but to be locailised and include partnership.



Introduction 
North Yorkshire Horizons aims to provide services that fully meet the needs of our service users and stakeholders.  North Yorkshire Horizons values Complaints and other feedback a as a vital tool for developing and improving our services.  North Yorkshire Horizons receives a range of different feedback.  We categorise this feedback as either a Complaint, Concern, Comment or Compliment. 
[bookmark: _Toc127274634]
North Yorkshire Horizons positive approach to complaints and concerns
North Yorkshire Horizons views complaints positively, as an opporunity to put things right if they go wrong, and improve our services.  North Yorkshire Horizons will encourage and support people through the complaints process.  North Yorkshire Horizons will ensure complainants are not discriminated against or victimised – the service a person receives will not be negatively affected if they make a complaint, or if somebody complains on their behalf.
North Yorkshire Horizons process for handling complaints and concerns aims to be fair, proportionate, clear, straightforward, and readily accessible to people who need to follow it.  We recognise that people may feel vulnerable when making a complaint and that and the circumstances leading up to the complaint may be distressing or frustrating.  We will ensure that complainants are treated with respect and empathy. 
[bookmark: _Toc127274635]Key Points
· All feedback will be recorded on the HUB.
· Complaints can be made verbally or in writing, and the word ‘Complaint’ does not need to be used for it to be treated as such. 
· Complaints can be made by anyone who is not a current employee of North Yorkshire Horizons if their concern meets the definition of this policy.  
· An appropriate Complaint Handler will be appointed and they will be responsible for all communications with the complainant, investigating the complaint and ensuring any action needed to resolve the complaint is taken. 
[bookmark: _Toc127274636]Scope
This policy relates to all activities of the North Yorkshire Horizons, Including partners.
[bookmark: _Toc127274638]
Roles and responsibilities
Complaint Handler is responsible for the investigation of the complaint, communication with the Complainant, and taking action to resolve the issues identified (where applicable).    
Operational Management Team will be responsible for ensuring that how to make a complaint is actively and appropriately promoted within their services, staff training is completed and learning from feedback is circulated and embedded. 
Quality and Performance Team is responsible for providing quarterly reports on complaints and other feedback, and regular service inspections to ensure our complaints procedure is accessible, the policy is followed and learning is used to improve our services.
Spectrum Clinical lead will be notified of all complaints about the conduct of a Spectrum clinican and will act according to their own policies and procedures.
The Integrated Clinical Governance Board (ICGB) will have strategic oversight of all complaints.
[bookmark: _Toc127274639]Promotion of the Complaints and Feedback Policy 
North Yorkshire Horizons Complaints and Feedback Policy will be promoted to service users and other stakeholders, including within service user handbooks, reception areas and our websites. North Yorkshire Horizons will ensure that information will be made available in accessible formats and other languages on request. 
[bookmark: _Toc93421704][bookmark: _Toc127274640]Equality Statement
All customers, members of the workforce and members of the public should be treated fairly and with respect, regardless of age, disability, gender, pregnancy and maternity, marital or civil partnership status, membership or no membership of a trade union, race, religion or belief, domestic circumstances, sexual orientation, ethnic or national origin, social and employment status, HIV status, or gender re­assignment.
Links to Other Policies
[bookmark: _Toc123305048][bookmark: _Toc127264205][bookmark: _Toc127271670][bookmark: _Toc127271882][bookmark: _Toc127274641]Equality and Diversity 
North Yorkshire Horizons positively promotes Equality and Diversity, delivering our services in line with the Equality Act 2010.  Should complaints or concerns be received that indicate potential discrimination in relation to an individual’s protected characteristics, or other issue which suggests failure to meet the requirements of the Act, these will be handled formally in line with Humankind’s Equality and Diversity policies and with due regard to the Equality Act 2010. 
[bookmark: _Toc123305049][bookmark: _Toc127264206][bookmark: _Toc127271671][bookmark: _Toc127271883][bookmark: _Toc127274642]Safeguarding 
[bookmark: _Hlk142040892]North Yorkshire Horizons works to effectively safeguard both adults and children.  Should a complaint or concern indicate potential failings in relation to North Yorkshire Horizons safeguarding responsibilities, including allegations of abuse, these concerns will be handled formally and in line with North Yorkshire Horizons safeguarding policies and procedures.  North Yorkshire Horizons will involve relevant external bodies as appropriate, including the Local Authority Designated Officer (LADO), CQC and the Police.   
[bookmark: _Toc123305050][bookmark: _Toc127264207][bookmark: _Toc127271672][bookmark: _Toc127271884][bookmark: _Toc127274643]Data Protection  
North Yorkshire Horizons will handle complaints and other feedback in line with the General Data Protection Regulations (GDPR) 2016, and Information Governance requirements including in relation to consent, confidentiality and the appropriate recording, management and sharing of information. North Yorkshire Horizons will notify the Information Commissioner’s Office (ICO) should a breach meeting the threshold for notification occur. 
[bookmark: _Toc123305051][bookmark: _Toc127264208][bookmark: _Toc127271673][bookmark: _Toc127271885][bookmark: _Toc127274644]Duty of Candour 
North Yorkshire Horizons will act in accordance with Regulation 20: Duty of Candour in respect of complaints about care and treatment that have resulted in a notifiable safety incident within North Yorkshire Horizons CQC registered delivery.  


[bookmark: _Toc127274645]Definitions
A Complaint is an expression of dissatisfaction, however made, about the standard of service, actions, or lack of action by the organisation, our staff, or those acting on our behalf.  
A Concern is an expression of dissatisfaction that is not handled through the formal complaints’ procedure.
A Comment is feedback which is neutral i.e neither an expression of dissatisfaction or a positive statement. This might be an observation or suggestion for improvement where the person making the comment isn’t dissatisfied with the current service.  Comments can be useful for informing service change and improvement.  
A Compliment is positive feedback about the service provided and is normally given without wanting to receive a response. Compliments are useful for identifying when things are working particularly well, often highlighting good practice.  This can help inform service change and improvement and provide positive feedback to the individuals involved.    
[bookmark: _Toc10058]Complainant is the person making the complaint.  This may be a service user, third-party making the complaint on behalf of a service user, a representative of another organisation or a member of the public.
Appendix 1: Categorising Feedback and Appendix 2: Complaint, Concern, Comment or Compliment? provide additional guidance on how to catergorise and respond to different types of feedback. 
[bookmark: _Toc127274646]Complaints and Concerns 
A Complaint is an expression of dissatisfaction, however made, about the standard of service, actions, or lack of action by the organisation, our staff, or those acting on our behalf.  Dissatisfaction is usually treated as a complaint if it:
Cannot be resolved by the next working day
Needs to be investigated to establish the facts, to allow the issue can be put right, or to identify learning 
Indicates a possible breach in North Yorkshire Horizons Code of Conduct by a staff member or volunteer
Meets the definition of ‘serious complaint’
Agreed by a line manager that is needs to be recorded and handled as a ‘complaint’

A Concern is an expression of dissatisfaction that is not handled through the formal complaints’ procedure as:
It can be resolved, either immediately or within 1 working day to the satisfaction of the person raising the issue
Has minimal impact on one or few individuals
The person raising the issue not wishing to make a formal complaint
It does not require formal investigation to establish facts
The issue that doesn’t indicate a breach in North Yorkshire Horizons Code of Conduct, or definition of ‘serious complaint’
Is agreed to be a ‘concern’ by line manager

[bookmark: _Toc127274647]Identifying Complaints and Concerns
The person does not need to use the word ‘complaint’ for it to be treated as such.  We will use the language chosen by the person, or their representative, when they describe the issues they raise (for example, ‘issue’, ‘concern’, ‘complaint’, ‘tell you about’). We will always speak to people to understand the issues they raise and how they would like us to consider them. 
Complaints do not need to be made in writing and can be made to any employee of volunteer by telephone, in person, by email, text, letter or via North Yorkshire Horizons websites and social media. 
[bookmark: _Toc123305055][bookmark: _Toc124414775][bookmark: _Toc127264212][bookmark: _Toc127271677][bookmark: _Toc127271889][bookmark: _Toc127274648]Complaints Received via Social Media and Online 
[bookmark: _Toc123305056]Complaints can be received via the services’ email addresses published via our websites. These are forwarded on to the relevant service Manager/Director who will allocate a complaint handler, who will acknowledge the complaint and record it on the Hub.  
Complaints posted to North Yorkshire Horizons social media will be immediately sent to the relevant service Manager and Director who will agree a response. It is the service’s responsibility to allocate a Complaint Handler and record the complaint on the Hub and acknowledge the complaint. If visible to the public on social media, a decision must be taken on whether to engage with the complaint publicly or not. 
Feedback posted to websites or social media apps that are not managed by Humankind should be forwarded to Media & Comms who will liaise with the relevant service Manager and Director who will agree what action, if any to take
[bookmark: _Toc123305057][bookmark: _Toc124414777][bookmark: _Toc127264214][bookmark: _Toc127271679][bookmark: _Toc127271891][bookmark: _Toc127274650]Who can make a complaint or raise a concern?
Dissatisfaction from people who do not work for North Yorkshire Horizons may be categorised as a complaint or concern if it meets the above criteria.  This includes current and former service users, their families/friends or anyone else making a complaint on their behalf, staff from other organisations, MP/Councillor, or members of the public.
North Yorkshire Complaints Recording Form can be found in the Relevant Document section of this policy.
[bookmark: _Toc123305058][bookmark: _Toc124414778][bookmark: _Toc127264215][bookmark: _Toc127271680][bookmark: _Toc127271892][bookmark: _Toc127274651]Feedback that is not a Complaint or Concern
It’s important that the most appropriate procedure is followed to address issues and provide the outcomes sought. The following are not considered to be a Complaint or Concern and an alternative policy should be followed.  Appendix 1 contains further guidance on categorising feedback. 
An initial request for service, or change in service where this isn’t linked to the standard of service provided: for example, a request for a female worker rather than a male worker
Asking for explanation of a policy or decision: for example, a service user requesting the reason why visits should be conducted by two members of staff, or why their prescription was changed. 
An appeal against a decision where an appeal process is in place in relation to that decision, for example, the Housing Allocations process and Education Assessment process both give people a right to appeal and explain how to request one.
Expressions of dissatisfaction by North Yorkshire Horizons staff.  These should be either formally or informally through the organisation’s Grievance procedures. 
Legitimate concerns from staff that are classed as ‘qualifying disclosures’ under the Disclosures in the Public Interest (Whistleblowing) Policy.
If a person explicitly states that they wish to make a complaint, but the complaint is not accepted on the above grounds, a clear and detailed response must be provided to the person.  
The following may be categorised as complaints and should be considered on a case by case basis 
Expressions of dissatisfaction received from former North Yorkshire Horizons employees should be considered on a case by case basis in discussion with Human Resources, and may fall within the scope of this policy where the complaint doesn’t directly relate to that person’s employment.  
Complaints made by North Yorkshire Horizons Volunteers may be addressed using the Complaints Policy. 
Additional guidance on categorising and dealing with feedback and concerns which do not meet the definition of a complaint or concern, is provided in Appendix 1: Categorising Feedback
[bookmark: _Toc116298037][bookmark: _Toc127274652]Serious Complaints
A Serious Complaint is a complaint where the consequences to service users, the public, staff or North Yorkshire Horizons and / or partner organisations are so significant, or the potential for learning is so great, that a heightened level of response is justified.  The list below is not intended to be exhaustive, however a serious complaint is likely to involve a complaint in relation to:
Serious misconduct of North Yorkshire Horizons or partner staff member or volunteer, including allegations of such.  (For example allegation of abuse against a member of staff).
Significant or sustained negative media attention
Reputational damage to North Yorkshire Horizons or partner agency
Substantial disruption to service delivery, or operation of Humankind, or a partner organisation.
Significant failing by North Yorkshire Horizons or partner organisation relation to safeguarding of adults or children (or where this is likely to be the case).
A complaint relating to the serious injury or death of any person.
A breach of Information Governance requiring notification to the Information Commissioner.
A complaint involving an event requiring notification to the Charity Commission, or one which is Riddor Reportable.
Serious Complaints should be investigated as all other complaints, with the additional steps:
· The Operations Director should be made aware as soon as possible of complaints that may meet the above definition.  It will likely be necessary to inform service commissioners or other stakeholders (including for example the CQC) in the event of a serious complaint.
· The HUB record should be updated to ‘Serious Complaint’.  
· A senior manager should complete the investigation.  
[bookmark: _Toc127274653]Support and Assistance to Complain 
North Yorkshire Horizons will ensure that reasonable adjustments are made to accommodate an individual’s needs.  Complainants will be offered support to complain.  This may include encouragement to make their views known, or practical support like arranging interpretation or signing services. 
Complaints from third parties acting on behalf of complainants will be accepted with the consent of the complainant, 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. 
Service users will be provided with information about other local and national organisations who can support them to make a complaint.  Humankind will make available information about how to raise concerns outside of the organisation, for example to the service commissioner or CQC where applicable.   
[bookmark: _Toc127274654]Repeat and Vexatious Complaints 
Repeat Complaints are repeated complaints about an issue that has already been investigated and where appeal has been exhausted. 
Vexatious Complaints are complaints that are made without sufficient grounds and are intended to cause upset, annoyance or inconvience.  
Repeat or vexacious complaints will not be progressed further, with the agreement of the Operations Director.  Complainants will be signposted to alternative complaint options including the service Commissioner and Ombudsman where applicable. 
Each complaint will be considered on its own merits.  If a complaint is received that is slightly different from the original complaint, but about the same broad area of activity, a decision will be made on whether the issues are sufficiently different to justify being considered as a new complaint. 
Repeat and vexatious complaints will be acknowledged and complainants informed that their complaint will not be progressed further.   
[bookmark: _Toc127274655][bookmark: _Toc10068][bookmark: _Toc115161458][bookmark: _Toc116298035]Suspension of the Complaints Procedure 
Service Directors may decide to suspend the complaint process in the event that:
· Other bodies are already investigating aspects of the complaint, for example the police, or local authority safeguarding teams, this may result in the procedure being suspended until those public bodies have completed their investigations. 
[bookmark: _Toc127274656]Withdrawn Complaints and Disengagement 
If a complainant wishes to withdraw their complaints, we will confirm this with them and respect their wishes to no longer participate in the complaint investigation.  The complaint handler should agree with the Director, whether to complete or discontinue the investigation, as there may be concerns that the service feels need to be investigated.   
It is sometimes the case that a Complainant will not engage with the process, beyond providing the initial feedback.  The Complaint Handler should attempt to contact the Complainant and offer support to engage with the process; this should not cause the investigation to exceed 20 day timescale. If attempts to contact the Complainant are unsuccessful, consideration should be given to investigating the complaint as fully as possible, based on the available information.
[bookmark: _Toc127274657]Anonymous Complaints  
North Yorkshire Horizons will record and investigate anonymous complaints and concerns to the degree that it is possible to do so.
[bookmark: _Toc127274658]Effective Complaint Handling Strategies
North Yorkshire Horizons recognises that when dissatisfied, people may feel upset, angry or frustrated, and there may be distressing circumstances leading up to a complaint. People may have had poor experiences with services in the past and/or be dealing with current issues which may impact on their behaviour or communication.  North Yorkshire Horizons has a duty to ensure the safety of staff, service users and visitors to all services and so aggressive, abusive or discriminatory behaviour and unreasonable demands from complainants are not acceptable. 
Behaviour should not be classed as unacceptable simply because a person is being assertive, determined and advocating for themselves. 
Challenging situations can often be prevented by:
Promoting a culture of being receptive to complaints 
Making it straightforward and easy to make a complaint/raise a concern
Treating people with respect and using active listening to show we are taking their concerns seriously
Keeping the complainant informed about the investigation 
Managing expectations
Taking the time to explain our decisions about the complaint and how we reached them
Further guidance about effective complaint handling can be found in Appendix 6: Guidance for Complaint Handlers: Effective Complaint Handling Strategies.  North Yorkshire Horizons Challenging Behaviour Policy may be followed to deal with unreasonable behaviour from a complainant who is a service user.  
[bookmark: _Toc127274659]Complaints relating to more than one North Yorkshire Horizons Team/Partner
If the concerns relate to more than one North Yorkshire Horizons team, one Complaint Handler should be appointed to to investigate all of the concerns and act as a single point of contact for the Complainant.  The Complaint Handler will liaise with the relevant teams and provide a coordinated response to reduce frustration and confusion for the Complainant. 
[bookmark: _Toc127274660]Complaints involving Multiple Organisations
When reviewing complaints which include issues relating to other organisations, Complaint Handlers should clarify with the complainant, which of the key points relates to North Yorkshire Horizons.  The complainant should be supported to raise other concerns with the relevant organisation.  
[bookmark: _Toc127274661]

Complaint Handling Procedures
Flow charts outlining the complaint handling and appeal procedures are in Appendices 3 and 4.
[bookmark: _Toc116298031][bookmark: _Toc127274662]Complaint Handling: Informal Resolution to Concerns
Our staff speak to people who use our service every day. This can often raise issues that our staff can help with immediately. We encourage people to discuss any issues they have, as informal resolution can offer a fast and effective resolution to dissatisfaction.  Complaints can be resolved informally, if they meet the definition of a Concern. 
All employees are able to resolve low level complaints, or concerns - 
Thank the person for bringing the matter to our attention, and ask what they would like to happen to resolve the concern
If it seems likely the issue can be handled informally as a concern, speak to line management and confirm this course of action 
Attempt to resolve the issue immediately to the complainant’s satisfaction.  Where this isn’t possible there and then, inform the complainant when action will be taken, or that the concern will be considered in ongoing review of the service, as appropriate.
Record as a Concern on the HUB.  Hub – Complaints, Concerns, Comments and Compliments – User Guide  is on Cascade in this policy’s folder
North Yorkshire Horizons, partner organisation should also record on their own internal reporting system (Changing Lives – Datixx, Spectrum – Ulysses).
The process of appeal does not apply to complaints handled informally.  Dissatisfaction with informal resolution should prompt consideration of handling the complaint formally. 
[bookmark: _Toc116298032][bookmark: _Toc127274663]Complaint Handling: Formal Resolution
North Yorkshire Horizons will aim to resolve all complaints within 20 working days of receipt. Where this is not possible, for example if the complaint relates to more than one team or is complex and requires a longer investigation, we will explain to the complainant and agree a revised timescale. 
[bookmark: _Toc116298033][bookmark: _Toc123305071][bookmark: _Toc124414792][bookmark: _Toc127264228][bookmark: _Toc127271693][bookmark: _Toc127271905][bookmark: _Toc127274664]Responsibility
[bookmark: _Hlk113890628]The Complaint Handler is responsible for the investigation of the complaint, communication with the Complainant, and taking action to resolve the issues identified (where applicable). The Complaint Handler should be a Manager, who has completed North Yorkshire Horizons e-learning, with sufficient authority to put the issues identified right, should the complaint be upheld.  Where a complaint is categorised as ‘serious’, a senior manager should be appointed as the Complaint Handler.  The Complaint Handler cannot be a person the complaint relates to. 
Complaint handlers will:
deal with complaints on their merits
act independently and have an open mind
take measures to address any actual or perceived conflict of interest
consider all information and evidence carefully
keep the complaint confidential as far as possible, with information only disclosed if necessary to properly investigate the matter
consider the complaint in relation to relevant organisational policy, regulations, published guidance, and occupany agreement. 
Appendix 5: Complaint Handler Checklist is a useful reference document to support the complaint handling process.  Appendix 6 has additional guidance for Complaint Handlers on effective complaint handling strategies.
[bookmark: _Toc123305072][bookmark: _Toc124414793][bookmark: _Toc127264229][bookmark: _Toc127271694][bookmark: _Toc127271906][bookmark: _Toc127274665]Timescales
All complaints will be acknowledged in writing within 3 working days.  A template letter for acknowledging the receipt of a complaint can be found in the ‘Relevant Document’ section of this policy. Template letters may need to be amended to suit the needs of the complaint/complainant.
[bookmark: _Toc116298034][bookmark: _Toc123305073][bookmark: _Toc124414794][bookmark: _Toc127264230][bookmark: _Toc127271695][bookmark: _Toc127271907][bookmark: _Toc127274666]Investigation
The goal of investigation is to establish the facts and decide whether the service provided has fallen below the level that could be reasonably expected.  The complaint handler should seek to establish:
What happened
What should have happened
The cause of any identified failings
What can be done to put right any failings

Investigation should proceed as follows: 
1. Speak with the complainant to establish the full details of the complaint and record this on the HUB. Hub – Complaints, Concerns, Comments and Compliments – User Guide is on Cascade in this policy’s folder.  
2.  This could be via phone or in person (preferably in person, if the complainant agrees).   Make sure you: 
Thank the complainant for bringing the issue to North Yorkshire Horizons attention and assure them that the service they receive will not be negatively affected by letting us know about this issue. 
Identify if the person needs additional support through the complaints process.  The complainant’s needs around translation, interpretation or disability should be considered, and action taken to enable the complainant to effectively complain. 
Ask the complainant to state in their own words their complaint.  Where the complainant has made their complaint in writing, each point within the complaint should be clarified, with more detail requested if necessary.  Record key dates, times and events.  Use open questions to gain as full a picture as possible of the events relating to the complaint.
Listen carefully. Confirm the complainant’s concerns and the issues to be investigated.  Support the individual to pin-point the specifics of their complaint.  This is important as complaints can sometimes contain a number of issues.  Being specific about the key points of the complaint allows each aspect to be investigated, and a decision made as to whether the complaint is Upheld, Partially Upheld or Not Upheld.
Ask what resolution the complainant would like to see.  If appropriate, manage expectations and explain what is possible.
Read back a summary of the complaint to the complainant.
Agree how to keep the complainant updated and involved, and how often.
Explain what will happen next, including the evidence you plan to review and how long the proess is likely to take. Be open and realistic.
If the complaint was made in person, or over the phone, provide a written summary of the complaint to the complainant.
It is sometimes the case that a complainant will not engage with the process, beyond providing the initial feedback.  Attempt to contact the complainant and offer support to engage with the process; this should not cause the investigation to exceed 20 day timescale or 10 day timescale in the case of Housing complaints.  If attempts to contact the complainant are unsuccessful, consideration should be given to investigating the complaint as fully as possible, based on the available information.
3. Speak to witnesses or others who could help establish the facts.
4. Where the complaint relates to conduct of North Yorkshire Horizons or partner organisation staff, speak to the relevant staff member(s).
5. Review any other information, such as written information, records on management information systems, or CCTV footage.
6. Record the investigation on the HUB.

Where complainants raise additional complaints during the investigation, these should be incorporated into the investigation if they are relevant and the outcome to the investigation has not been issued.  Where the outcome of the investigation has been issued, or it would unreasonably delay the response, the complaint should be logged as a new complaint.  This should be very clearly communicated to the complainant. 
During investigation consider consent, confidentiality, Data Protection and Information Governance.  Remember that other parties will have varying knowledge of the circumstances surrounding the complaint and that there should be no inappropriate disclosure of such information to other parties.
[bookmark: _Toc123305074][bookmark: _Toc124414795][bookmark: _Toc127264231][bookmark: _Toc127271696][bookmark: _Toc127271908][bookmark: _Toc127274667][bookmark: _Hlk127274798]Complaints Relating to the Conduct of a Humankind Staff Member
Most complaints about the conduct of a staff member can be investigated and resolved using the complaints process.  However, the Complaint Handler/Line Manager should contact a People Team Business Partner/Advisor before the complaint investigation starts, if
· the complaint is categorised as serious due to the alleged conduct of a staff member, or 
· the complaint indicates behaviour which meets Humankind’s definition of Gross Misconduct
Gross misconduct refers to any serious breach of Company Policy, procedure, terms and conditions of employment or Code of Conduct.  Examples of Gross Misconduct are listed in the Disciplinary Policy.  
If during the investigation concerns about staff gross misconduct arise, these should be discussed with the People Team Business Partner/Advisor, without delay. 
Where it is deemed appropriate for a disciplinary investigation to be completed, the Complaint Handler, Service Director and Business Partner will agree if that will take place:
at the same time as the complaint investigation.  If key points of the complaint relate to the service and can be investigated by the Complaint Handler, but points relating to the conduct of a staff member need to be investigated under the disciplinary process. 
following the conclusion of the complaint investigation.  Where the complaint is straight forward and does not include allegations of gross misconduct. 
by pausing the complaint investigation.  This may be necessary for serious complaints involving gross misconduct.  The complainant should be kept informed if this means their complaint cannot be resolved within the complaint policy timescales.  
In the event of a disciplinary investigation being opened:
an Investigation Manager will be identified and appointed to carry this out,  This should be a different manager to the Complaint Handler.  
the Complaint Handler remains responsible for the complaint process, including keeping the complainant up to date and informing them of the outcome of their complaint.
feedback about the complaint outcome and any action taken must be agreed with the People Team before it is communicated to the complainant, to maintain the privacy of staff.
Investigation may indicate it is necessary to notify external bodies for example the Care Quality Commission, Commissioners, the Police or local safeguarding boards.  This will be discussed with the service Director and responsibility for making notifications agreed.  Notifications will not be made by the People Team. 
Compliants relating to the conduct of Spectrum or Changing Lives staff members will be investigated using their services processes and policeis. 
[bookmark: _Toc123305075][bookmark: _Toc124414796][bookmark: _Toc127264232][bookmark: _Toc127271697][bookmark: _Toc127271909][bookmark: _Toc127274668]Support to Staff Members Who the Complaint Relates to
Regardless of whether the disciplinary process is followed, North Yorkshire Horizons recognises the impact on staff of being named in a complaint.  Line managers should ensure that staff are supported and engaged in the complaints process, including the learning that can be gained.
[bookmark: _Toc127264233][bookmark: _Toc127271698][bookmark: _Toc127271910][bookmark: _Toc127274669]Complaints Relating to Data Protection: Data Controller and Data Processor Accountability
In the case of complaints that have a data protection element (such as an alleged breach or infringement of the data protection act) and where North Yorkshire Horizons is the Data Processor, the project must notify the Data Controller organisation of the complaint without undue delay and the outcome of investigation must be updated to the Controller. The outcome letter should also be signed off by the Controller as any negative repercussions could create a high risk for the Controller who is ultimately legally responsible for protecting the data and complying with the Data Protection Act.
[bookmark: _Toc116298038][bookmark: _Toc127274670]Deciding the Outcome
The conclusion reached must be based on objective review of evidence. An outcome for each of the key points should be determined; which will inform the overall outcome of the complaint. Following investigation, a complaint may be found to be Upheld, Partially Upheld or not Upheld.
A Complaint is upheld when it is concluded that the service provided which led to the complaint fell below the standard that could be reasonably expected, in relation to all points of the complaint. 

A Complaint is Partially Upheld when it is concluded that the service provided that led to the complaint fell below the standard that could reasonably be expected, in relation to some points of the complaint but not others.
A Complaint is Not Upheld when it is concluded that the service provided did not fall below the standard that could reasonably be expected in relation to all points of the complaint.








[bookmark: _Toc302038064][bookmark: _Toc116298039][bookmark: _Toc127274671]Communicating the Outcome
[bookmark: _Toc123305078][bookmark: _Toc124414799][bookmark: _Toc127264236][bookmark: _Toc127271701][bookmark: _Toc127271913][bookmark: _Toc127274672]Communication to the Complainant
The outcome of the complaint should be communicated to the complainant at first verbally.  This gives the complaint handler the opportunity to answer any questions the complainant may have or give clarity if needed.  This should help reduce the likelihood of the complainant being dissatisfied with the outcome of the complaint.  
The decision/outcome should then be confirmed in writing to the complainant. Complainants should be made aware of their right to appeal the outcome and provided details of how to do this and the timescales for doing so. 
When preparing to share the outcome with the complainant, consider, is this as good a response as you would like to receive yourself.  Your response should:
Be clear and compassionate
Include all key points that were agreed with the complainant at the start of the investigation.
Use language that is empathetic and that the complainant can understand. 
Provide evidence
Set out how you have investigated the complaint and what evidence you considered, for example interviews with relevant staff, departmental and clinical records.
Explain whether or not the service provided fell below the standard that could be reasonably expected:
· What happened, with reference to the evidence
· What should have happened, quoting relevant regulations, standards, policies or published guidance, and if they were met.  In the case of Housing complaints, referencing any relevant legal obligations. 
· If there is a difference between what happened and what should have happened, explain what this is and the impact it has had.
Be clear about your decision and any action you will take
If you found that the service provided fell below the standard that could be reasonably expected; include:
· a suitable apology 
· an offer to put things right 
· explanations of what lessons have been learnt
· details of how the organisation will put matters right for other service users
· where possible, offer to involve the complainant in the changes that take place as a result of their complaint.
Action they can take if not satisfied
· Clear information about how to request an appeal
· Details of the relevant ombudsman, where applicable.  A list of Ombudsman and their contact details is contained in Appendix 7. 
A template letter for the outcome of a complaint can be found in the ‘Relevant Document’ section of this policy.  Template letters may need to be amended to suit the needs of the complaint/complainant. 
[bookmark: _Toc123305079][bookmark: _Toc124414800][bookmark: _Toc127264237][bookmark: _Toc127271702][bookmark: _Toc127271914][bookmark: _Toc127274673]Communication to other people
Depending on the nature of the complaint and how it was received, it may be necessary to communicate the outcome with others, which may include: 
· Staff members who the complaint relates to, and their line managers.
· A commissioner, if they were the original receipiant of the complaint 
[bookmark: _Toc302038065][bookmark: _Toc116298040][bookmark: _Toc127274674]Redress (Putting things right)
Redress can take a number of forms. North Yorkshire Horizons should always consider the complainant’s wishes and try to meet these where possible or, where this is not appropriate, providing a full explanation of North Yorkshire Horizons position.
There are limits to North Yorkshire Horizons ability to provide certain remedies, and complainant’s wishes may not always be reasonable.  Any failings should be acknowledged and remedied quickly and fairly and in a way that best reflects the extent of the problems encountered by the complainant.  Appropriate redress should include an apology, an explanation and correcting the error.
Generally, where service failings have been identified which have disadvantaged the client, attempts should be made to put the complainant back in the position they were in before the error occurred.
North Yorkshire Horizons management should look to improve procedures or systems or deliver further staff training to address service failures highlighted by the complaint where this is appropriate. The complainant should be told about action taken, but not details that affect individual staff members.
[bookmark: _Toc302038066][bookmark: _Toc116298042][bookmark: _Toc127274676]Appeals
[bookmark: _Toc116298043][bookmark: _Toc123305083]If a complainant is unhappy with the response to their complaints, they can request that it is escalated to an appeal.  
North Yorkshire Horizons Appeal Form can be found in the ‘Relevant Document’ section of this policy.  
[bookmark: _Toc124414804][bookmark: _Toc127264241][bookmark: _Toc127271706][bookmark: _Toc127271918][bookmark: _Toc127274677][bookmark: _Toc123305086][bookmark: _Toc124414807]Timescales
The complainant can appeal the outcome of a complaint within 10 working days of receiving notification of the decision.   The appeals process, and communication to the complainant should be completed within 10 working days.   
[bookmark: _Toc127264242][bookmark: _Toc127271707][bookmark: _Toc127271919][bookmark: _Toc127274678][bookmark: _Toc116298045][bookmark: _Toc123305085][bookmark: _Toc124414806]Appeal Investigation
The purpose of the appeal is to address the specific grounds put forward by the complainant and not to repeat the complaint investigation.  An Appeal Handler, who will be a different manager to Complaint Handler, will review the original complaint process, evidence considered and any additional information and determine if the original outcome was reasonable. 
Flow charts outlining the complaint and appeal handling procedures are in Appendices 3 and 4.
[bookmark: _Toc127264243][bookmark: _Toc127271708][bookmark: _Toc127271920][bookmark: _Toc127274679]Grounds for Appeal 
The original investigation should be thorough and objective.  A request for an appeal may be based on one of the following grounds:
concern that the complaint was some weakness in the way the original investigation was completed (reasons for this should be stated in the appeal)
new information relating to the original complaint that should be investigated
However, if these grounds are not met, this should not be a barrier to considering an appeal. Where a complainant remains dissatisfied with the outcome, North Yorkshire Horizons will take the opportunity to consider the decision.  
[bookmark: _Toc116298044][bookmark: _Toc123305084][bookmark: _Toc124414805][bookmark: _Toc127264244][bookmark: _Toc127271709][bookmark: _Toc127271921][bookmark: _Toc127274680]Responsibility
An Appeal Handler should be appointed as soon as an appeal is request.  The appeal handler will determine if the appeal grounds are met. The appeal handler should be a person more senior to the person who investigated the original complaint and should be senior enough to resolve the issues highlighted within the complaint and appeal.  The Appeal Handler is responsible for investigating the appeal, communicating the outcome and putting in place actions to resolve the issues identified, where appropriate. 
[bookmark: _Toc123305087][bookmark: _Toc124414808][bookmark: _Toc127264245][bookmark: _Toc127271710][bookmark: _Toc127271922][bookmark: _Toc127274681]Communicating the Appeal Outcome 
When communicating the outcome, the Appeal Handler should consider the guidance above about communicating the outcome.  This should include:
· their decision about whether the complaint or aspects of it have now been upheld, 
· what action will be taken, if applicable
· details of alternative complaint options if they remain dissatisfied such as a service commissioner or Ombudsman.   A list of Ombudsman and their contact details is contained in Appendix 7. 
A template letter for the outcome of an appeal can be found in the ‘Relevant Document’ section of this policy.  .  Template letters may need to be amended to suit the needs of the complaint/complainant. 
Complaints can only be appealed once.  This is the final stage of North Yorkshires Complaint Process before the complaint is closed. 

[bookmark: _Toc127274682][bookmark: _Toc10071]Comments and Compliments 
[bookmark: _Hlk123116871]Comments are neutral feedback, i.e neither positive or negative.  This might be an observation or suggestion for improvement where the person making the comment isn’t dissatisfied with the current service.  Comments can be useful for informing service change and improvement.  
[bookmark: _Toc116298047][bookmark: _Toc123305090]Compliments are positive feedback about the service received.  Compliments are useful for identifying when things are working particularly well, often highlighting good practice.  This can help inform service change and improvement and provide positive feedback to the individuals involved.    
[bookmark: _Toc127264247][bookmark: _Toc127271712][bookmark: _Toc127271924][bookmark: _Toc127274683]Responsibility
Comments and Compliments can be handled by the person receiving the feedback
[bookmark: _Toc116298048][bookmark: _Toc123305091][bookmark: _Toc127264248][bookmark: _Toc127271713][bookmark: _Toc127271925][bookmark: _Toc127274684]Recording
They should be recorded on the HUB under ‘Concerns, Comments and Compliments’. When recording concerns, the action taken in response should also be recorded. 
[bookmark: _Toc116298049][bookmark: _Toc123305092][bookmark: _Toc127264249][bookmark: _Toc127271714][bookmark: _Toc127271926][bookmark: _Toc127274685]Review
Comments and compliments should be reviewed regularly by management to enable trends and learning to be identified.

[bookmark: _Toc127274686]Promoting a Learning Culture 
[bookmark: _Toc127271716][bookmark: _Toc127274687][bookmark: _Toc10074]Training  
All employees and volunteers will complete e-learning in identifying and responding to complaints, concerns and other feedback in line with the requirements of their role.  
All managers will complete complaint handling e-learning before they act as a Complaint Handler.
[bookmark: _Toc127271717][bookmark: _Toc127274688][bookmark: _Toc10075]Recording  
Complaints, Concerns, Comments and Compliments will be recorded on the HUB Management Information System.  This allows us to:
· report on the number and type of feedback being received
· identify trends
· drive improvement in service delivery
Recording will be in line with the GDPR 2018 and Humankind’s Data Management and Information Governance Policies. User guide for recording feedback, can be found on the HUB in the help menu. 
North Yorkshire Horizons, partner organisation should also record on their own internal reporting systems (Changing Lives – Datixx, Spectrum – Ulysses).
[bookmark: _Toc127271718][bookmark: _Toc127274689][bookmark: _Toc10076]Governance, Monitoring and Review 
Complaints, Concerns, Comments and Compliments will be monitored and reviewed through North Yorkshire Horizons Quality and Performance manage. 
Humankind’s Quality and Performance Manager will:
· provide quarterly reports on the number and type of complaints, outcomes, and trends
· prepare Learning Loops to promote identified learning from complaints and changes to practice that are needed
· monitor compliance with this policy through regular service inspections
North Yorkshire Horizons will review complaints and other feedback quarterly within integrated governance or management meetings where applicable.  This review should include consideration of trends and learning. 
North Yorkshire Horizons will provide service commissioners and regulatory bodies with appropriate information in relation to complaints received, in line with the requirements of that body.  In relation to the CQC, North Yorkshire Horizons will provide within 28 days of request a summary of complaints received, North Yorkshire Horizons Response, correspondence and other relevant information. 

[bookmark: _Toc127274690]Appendices
[bookmark: _Toc124414823][bookmark: _Toc10077]Appendix 1: Categorising Feedback
Appendix 2: Complaint, Concern, Comment or Compliment?
Appendix 3: Complaints and Appeal Handling Process – Simplified
Appendix 4: Complaints and Appeal Handling Process 
Appendix 5: Complaint Handler Checklist
Appendix 6: Guidance for Complaint Handlers: Effective Complaint Handling Strategies
Appendix 7: Ombudsman and Alternative Complaint Options
[bookmark: _Toc127274691]Relevant Policies & Guidance
This policy should be read in conjuction with each partners organistaional complaints policy.
Integrated Governance Policy
Equality, Diversity and Inclusion Policy 
Mental Capactiy Act Policy  
Privacy and Personal Data Protection Policy 
Disciplinary Policy
Volunteering Policy
Challenging Behaviour Policy 
Quality Assurance Framework for Humankind’s Responsible Officer
Social Media Policy and Guidance
Media Policy
[bookmark: _Toc127274692][bookmark: _Toc10078]Relevant Documents
North Yorkshire Horizons: Receipt of complaint Letter Template
North Yorkshire Horizons: Complaints Outcome Letter Template
North Yorkshire Horizons: Appeal Letters – 2 x Template
North Yorkshire Horizons: Complaints Form
North Yorkshire Horizons: Appeal Form
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[bookmark: _Toc115161477][bookmark: _Toc116298054][bookmark: _Toc127274693]Appendix 1: Categorising Feedback
	Type of feedback
	Who received from
	Process to follow

	Dissatisfaction about the standard of service, actions or lack of action by the organisation, our staff or those acting on our behalf.

This could include:
· The conduct of staff, volunteers, contractors
· The way a person was spoken to
· Lack of support
· North Yorkshire Horizons processes not being followed
· A decision that was made about a person’s support/treatment (where there is not a separate appeal process in place)



	· Current and former service users
· Family/friends of service users
· Staff from other organisations
· Member of the public 
· Commissioner
· MP/Councillor 
	This is a concern or a complaint 

Refer to the Complaints and Other Feedback Policy and Guidance to categorise and resolve


	
	· Current employees
	This is not a complaint 

Grievance Policy and Guidance

Consult with HR

	
	· Former employees
	This may be a complaint and should be decided on a case-by-case basis, in consultation with HR 

If the dissatisfaction directly relates to person’s employment, the Grievance Process should be followed.  Otherwise, the Complaints process may be followed.

	
	· Current or former volunteer
	Volunteer Problem Solving Procedure should be followed.  If not resolved, the Complaints policy should be followed in consultation with the Volunteer Development Manager.

	Dissatisfaction with a decision – if there is a separate appeal process in place for that decision.  

[bookmark: _Hlk123120015]Eg The Housing Allocations process and Education Assessment process both give people a right to appeal. The relevant policies, explain how to request an appeal.

	· Current and former service users
· Family/friends of service users
· Staff from other organisations
· Member of the public 
· Commissioner
· MP/Councillor
	Follow the relevant service appeals process

	Dissatisfaction about the behaviour of a North Yorkshire Horizons resident/Tenant such as excessive noise, intimidation of neighbours, rubbish etc

	· Neighbour
· Member of the public
· MP/Councillor
· Other Humankind Residents/Tenants
· Staff from other organisations
	This is not a complaint

Follow the Anti-Social Behaviour Policy and Guidance and service processes

	Dissatisfaction about how the service has dealt with/responded reports of anti-social behaviour of North Yorkshire Horizons Residents/Tenants
	· Neighbour
· Member of the public
· MP/Councillor
· Other Humankind Residents/Tenants
	This is a complaint 

Follow the Complaints and Other Feedback Policy and Guidance



Appendix 2: Complaint, Concern, Comment or Compliment






** North Yorkshire Horizons Partners, Changing Lives and Spectrum to ensure recorded on their own internal reporting systems (Changing Lives – Datixx, Spectrum – Ulysses).



[bookmark: _Toc116298056][bookmark: _Toc127274695]Appendix 3: Complaints and Appeal Handling Process – Simplified
[image: Diagram
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Appendix 4: Complaints and Appeal Handling Process [image: Diagram

Description automatically generated]If Complaint relates to Spectrum or Changing Lives complaint also to be recorded on Ulysses (Spectrum) or Datix (Changing Lives) 


Appendix 5: Complaint Handler Checklist

	[bookmark: _Toc127274701]Within 24 hours
	· Record on the HUB 

	Within 3 working
days
	· Contact complainant:
· Thank the person for bringing the issue to North Yorkshire Horzions attention and assure them that the service they receive will not be negatively affected by letting us know about this issue
· Identify if they need additional support through the complaints process
· Listen to and record their concerns and confirm the key points
· Ask what resolution they would like (apology, training for staff, change in policy/processes, other)
· Agree preferred method of contacts/updates
· Confirm timescales for investigation and outcome

· Update the HUB with any additional information and clarify key points of the complaint
· Changing Lives to ensure Datixx is updated in line with the Changing Lives Policy
· Spectrum to ensure Ulysses is updated in line with the Spectrum Policy,


	Without delay
	[bookmark: _Toc124414830][bookmark: _Toc127264261][bookmark: _Toc127271939][bookmark: _Toc127274698]Complaints indicating gross misconduct: 
· Advise People Team Advisor/Business Partner

Where a disciplinary investigation is to be completed:

· Separate Investigation Manager allocated (for HR and Director to identify) 
· Agree timing of both investigations and how information will be shared between them

	Within 20 working days
Or
Complaints from Humankind Residents within 10 working days
	[bookmark: _Toc124414831][bookmark: _Toc127264262][bookmark: _Toc127271940][bookmark: _Toc127274699]Complaint Investigation 
· Complete the Investigation
· Speak to witnesses
· Review documentation
· Review other evidence eg CCTV 

· Complete the complaint investigation form on the HUB

	
	[bookmark: _Toc124414832][bookmark: _Toc127264263][bookmark: _Toc127271941][bookmark: _Toc127274700]Complaint Outcome
· Make a decision to uphold, partially uphold or not uphold each of the key points of the complaint and record on the Complaint Investigation Form

· Decide an outcome for the overall complaint (upheld, partially upheld or not upheld) and record on the Complaint Investigation Form
· Identify and record learning

· Notify:
· Complainant
· Staff involved in the complaint and the line manager
· People Team Advisor/Business Partner (if relevant)
· CEO if applicable (only for complaints received by the CEO or serious complaints)

	Without delay
	External Notifications
Agree with Director which, if any external organisations need to be notified, eg  	
· Local Authority Designated Officer (LADO) 
· Police
· Care Quality Commission 
· Charity Commission
· Information Commissioners Office
· Professional Registration bodies
· Commissioner / Funder


Appendix 6: Guidance for Complaint Handlers: Effective Complaint Handling Strategies

Effective complaint handling can:
· help to diffuse feelings of upset and frustration
· restore confidence in the organisation/service
· identify good practice in the service
· identify areas for development

Effective complaint handling looks like: 
· Responding promptly - delays and poor communication can lead to frustration and a lack of faith in the process.  Keep the complainant and other parties informed of any delays. 
· Treating people with respect – people’s experience of the complaint handling process is just as important as the outcome of the complaint. We can demonstrate this by:
· taking time to introduce yourself, and giving the person your contact details 
· speaking or meeting with them in person
· showing empathy and showing you understand why they are dissatisfied or upset
· giving the person the time and space to explain their concerns
· using active listening skills, and summarising what they’ve told you to show you’ve understood
· giving the person an opportunity to discuss or comment on your findings before you close the complaint 
· Using appropriate language, avoiding jargon and acronyms 
· Managing expectations by:
· ensuring the person understands the your role and the complaint process from the outset
· explaining how you will be dealing with the complaint
· what issues you will be considering
· their likely involvement
· expected timeframes 
· possible outcomes of the complaint
· People are less likely to to retain information when they are upset; so it important to check understanding and provide the information in writing. 
· Active listening
· Not avoiding difficult conversations.  It’s natural to feel anxious about giving bad news or asking difficult questions, but it is important to be honest with complainants and other interested parties.

Some types of disability, neurodiversity or mental illness are associated with behaviours that can be challenging for complaint handlers. North Yorkshire Horizons will ensure that reasonable adjustments are made to accommodate an individual’s needs.  Complainants will be offered support to complain.  All complaints will be handled in line with North Yorkshire Horizons Equality and Diversity policies and with due regard to the Equality Act 2010.

[bookmark: _Toc127264265][bookmark: _Toc127271943][bookmark: _Toc127274702]Responding to challenging situations
Most challenging situations can be defused by using good complaint handling strategies.  However, challenging situations may need additional strategies. 


[bookmark: _Toc127264266][bookmark: _Toc127271944][bookmark: _Toc127274703]Additional strategies
Say No

· Ask the person to stop calling or visiting

· Set time limits for telephone calls and visits

· Ensure that the person is always direted back to the complaint handler or the complaint handler’s manager




Managing Engagement

Being bombarding you with calls, visits or information when not warranted 
Different people being contacted seeking a different answer
A refusal to accept the decision after the complaint has been investigated, the outcome explained, questions answered and the appeal process exhausted
Persistance

An insistence on an immediate response or priority that is not warranted
A demand for information that is not necessary eg staff contact details
An insistence that the CEO or other member of the SMT, handle the complaint when that is not warranted
Demands about how the complaint is to be investigated 
Demands that specific disciplinary actions are taken
Set limits

Explain how you will be dealing with the complaint
Tell the person that the demand will not met and why 
Explain the North Yorksahire Horizons Complaint Policy requires an appropriate manager to investigate.  Reasure the person that you have sufficient knowledge of the service to be able to investigate thoroughly and appropriate authority to take any remdial action if needed.  If they are dissatisfied with the outcome of the investigation, they can request an appeal which will be escalated to a more senior staff member.
Zero Tolerance

Verbal abuse
Aggressive behaviour 
Harassment 
Making threats

Set limits and conditions
Name the behaviour and ask the person to stop
Provide a warning. Offer a choice if possible
Consider if the complaint handler needs to be changed 

 














[bookmark: _Toc127274704]Appendix 7: Alternative Complaint Options
Complainants should be informed of any alternative complaint options available to them when we receive their complaint.  When we inform a complainant of the outcome of an appeal, they should also be signposted to an appropriate alternative agency.  Services are responsible for identifying the relevant alternatives complaint options, such as Ombudsman or service commissioners.  
Examples of Alternative Complaint Options and wording to use in correspondence, is listed below.  This list is not exhaustive, and Complaint Handlers should ensure they are aware all of the relevant alternative complaint options for their service. 

[bookmark: _Toc116298059][bookmark: _Toc124414836][bookmark: _Toc127274705]CQC Registered Services 
Example text to be included in complaints to services that are registered with CQC:

[Service Name] is registered with and regulated by the Care Quality Commission (CQC). The CQC cannot investigate individual complaints about providers, but is happy to receive information about services at any time. 
You can contact the CQC at:
Care Quality Commission National Correspondence
Citygate
Gallowgate
Newcastle upon Tyne
NE1 4PA
Tel: 03000 616161
Web site: https://www.cqc.org.uk/contact-us 


[bookmark: _Toc116298061]

[bookmark: _Toc116298062][bookmark: _Toc124414839][bookmark: _Toc127274708]Complaints about how we’ve handled personal information 
[bookmark: _Hlk116385398][bookmark: _Toc116298063][bookmark: _Toc124414840]If someone is unhappy with how North Yorkshire Horizons has dealt with their personal data, they can complain to the Information Commissioner’s Office (ICO), which is an independent authority for data privacy. The ICO will review the complaint and in most instances share this with North Yokshire Horizons, asking us to respond directly to the Complainant.  Complainants should be aware that it can take several months for North Yorkshire Horizons to receive their complaint letter from the ICO. By complaining directly to North Yorkshire Horizons we are able to respond more quickly to their complaint, however they do have the right to take their complaint to the ICO at anytime.
Example text to be included in appeal outcome letters to people who have complained about how North Yorkshire Horizons has handled their information:
If you are unhappy with the outcome of this appeal, you can ask the Information Commissioner’s Office (ICO) to consider your concern.  If you decide to contact the ICO, you should do so within 3 months of this letter.  
The ICO is the UK's independent body set up to uphold information rights.  If the ICO decides that an organisation has failed to comply with the law, it will provide advice and instruction to help them get it right in the future.   You can contact the Information Commissioner’s Office between 9am and 5pm, Monday to Friday, by:
Telephone: 0303 123 1113 or 
Live chat on their website:  https://ico.org.uk/global/contact-us/live-chat/live-chat-individuals/ 








































Receipt of complaint Letter Template 

[INSERT your name]
[INSERT office address]

[INSERT Complainant’s name]
[INSERT Complainant’s address]
[INSERT Date]


Dear [INSERT name]

Your complaint [INSERT Ref]
Thank you for telling us about your complaint.  I’m sorry to hear you are unhappy with the service you have received from us.  Following our discussion, I understand your complaint is that [INSERT your understanding of the complaint, using a bulleted or numbered list if there is more than one point].  Please let me know if I have misunderstood your concerns.  
I will investigate your complaint as a matter of urgency and will be in touch with a full response within 20 working days of the date of this letter.  
Please do contact me again in the meantime if I can be of further assistance, my contact details are below. 

Yours sincerely, 


[INSERT Signature] 
[INSERT Name]
[INSERT phone number]
























Outcome of complaint Letter Template 
[INSERT your name]
[INSERT office address]


[INSERT Complainant’s name]
[INSERT Complainant’s address]
[INSERT Date]



Dear  	[INSERT Name],


Re: Outcome of your complaint [INSERT ref]

I have completed my investigation into your complaint.  My findings are that -
[INSERT the points of the complaint, and for each point state whether the point is Upheld, Partially Upheld or Not Upheld and the reason why]

Therefore, I have Upheld / Partially Upheld / Not Upheld your complaint.  [Delete as applicable]
[INSERT apology for things that were upheld / partially upheld if appropriate]

We have taken the following action in response to your complaint [INSERT the things done to address the complaint

Thank you once again for bringing your complaint to our attention.  I hope you are satisfied with this outcome.  However, I’ve included a form to complete and return within 10 working days if you are dissatisfied with outcome, and feel you have grounds for appeal.  

Yours sincerely,



[INSERT Signature] 
[INSERT Name]
 [INSERT Phone number]





Appeal Letter Templates x2

[INSERT your name]
[INSERT office address]


[INSERT Complainant’s name]
[INSERT Complainant’s address]
[INSERT Date]


Dear [Name]
Re: Receipt of your Appeal [INSERT ref]

I write to confirm receipt of your appeal on the grounds that -
[INSERT the complainant’s grounds for appeal]

I will look into your appeal as a matter of urgency and notify you of the outcome within 10 working days.


Yours Faithfully,

[INSERT Name]
[INSERT Signature] 
















[INSERT your name]
[INSERT office address]


[INSERT Complainant’s address]
[INSERT Date]


Dear [INSERT Complainant title (Mr / Mrs / Miss etc) and Complainant Name] ,

Re: Outcome of your Appeal [INSERT ref]
I write to notify you of the outcome of your appeal.
[INSERT the following, depending on the grounds for appeal]

I have reviewed the original investigation and found that the investigation met our expectations
I have reviewed the original investigation and found that the investigation should have considered [INSERT].   I have now considered this information, and following this have decided 

Therefore your complaint is upheld on appeal / partially upheld on appeal / not upheld 

I have considered the additional information you provided.  Given this new information I have decided to uphold your complaint on appeal / partially uphold you complaint on appeal [INSERT why]
I have considered the additional information you provided.  Despite this new information I have decided to uphold your complaint on appeal / partially uphold you complaint on appeal [INSERT why ]

[INSERT apology if appropriate]
We will take the following action following this appeal 
[INSERT action to be taken if appropriate]  
[If not upheld provide information for complainant to raise concerns externally]


Yours Faithfully,
[INSERT Name]
[INSERT Signature] 







Complaint Record Form & Appeal Form




[bookmark: _MON_1664088117]         
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Appendix 2: Complaint, Concern,

Comment or Compliment?

Does the feedback indicate

dissatisfaction?

Which of the following best
describes the feedback and the

action required?

WIill take longer than 1 working day to resolve

Needs to be investigated to establish the

facts, to allow the issue can be put right, or to
identify learning

Indicates a possible breach in Humankind's
Code of Conduct by a staff member or
volunteer

Meets the definition of ‘serious complaint’

Confirm with a manager that this
needs to be treated as a
Complaint

It can be resolved, either immediately or
within 1 working day to the satisfaction of the
person raising the issue

Has minimal impact on one or few individuals

The person raising the issue not wishing to
make a formal complaint

It does not require formal investigation to
establish facts

The issue that doesn’t indicate a breach in
Humankind’s Code of Conduct, or definition
of ‘serious complaint’

No

Neutral

Is it positive or
neutral?

Positive
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informally and
record as a
concern

O

Key:

® No
@ Yes

] Record on Hub
& Discuss with complainant

@ Confirm in writing with the complainant

Is is beneficial to review the

outcome anyway?

reasons for not accepting

the request to the complainant

Decision
(Upheld, Parially Upheld or Not Upheld)

closed

and communication of outcome
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		Name of the person making the complaint

		



		Address

		









		Telephone Number

		

		Email

		



		Name of the person completing the form (if different)

		

		Their role

		



		Which service or project is the complaint about?

		



		Details of the Complaint (continue on a separate sheet if needed)



		









































		How would you like the complaint to be resolved?
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Complaint Appeal Form





Please fill in this form if you are unhappy with the outcome of your complaint and feel you have grounds for appeal.

Your Name………………………………………………………………………………………………..

Complaint Reference………………………………………………………………………………..



Grounds for Appeal

We treat all complaints seriously and try to investigate them thoroughly and fairly.  We can’t consider an appeal simply because you disagree with the outcome of your complaint.  The reason needs to fall into one of the categories below.  Please tick below the grounds for your appeal

· You don’t feel the complaint was investigated properly (please include below why you believe this to be the case) 

· There is new information that should be investigated (please include below why this information has only now become available) 



		Please provide further information about your reason for appeal stated above (continue on an extra page if needed)







































Please return this form and any supporting documents to the person who handled your complaint (their contact details are on the letters we sent you) within 10 working days of the date of the letter advising you of the outcome of your complaint.   



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

Complaint Appeal Form, April 2017, MW
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