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Introduction

This policy and procedure is specifically for service users.  The purpose of the policy is to:

· Protect the interests of individual service users;

· Improve the quality of service provided by responding to views of people involved;

· To enable service users and potential service users to challenge our way of working.


Policy Statement

Coventry & Warwickshire Mind believes that it is essential that users of services have a clear, effective and easily understandable procedure through which any complaint can be dealt with.  Any complaint will be considered using our procedures as set out in the comments, compliments and complaints leaflet.

Coventry & Warwickshire Mind welcomes complaints and suggestions from service users so that concerns can be addressed, and improvements made, wherever possible. Users have the right to complain where services are not meeting their expectations.  

Coventry & Warwickshire Mind will ensure that a full and fair hearing is given to the complaint. 

Complaints can be made about anything that gives an individual cause for concern.  This might include:


· Behaviour of staff, volunteers or other users;

· The standard of service provided;

· Discrimination;

· Provision of inaccurate information;

· Policies that are found to be unacceptable.

Certain principles will be followed during all stages of the complaints procedure: 

1. Confidentiality is protected. This will include protecting the confidentiality of all parties involved. 

2. Independent investigation. Where an investigation is required, it will be carried out by someone who was not involved in any way with any incident related to the complaint. 

3. Support and advocacy. People making a complaint may be represented by an advocate (that is, someone of your choice to help you) at any stage of the procedure.


Coventry & Warwickshire Mind will ensure that every user of its services is aware that this complaints procedure exists. Each project will ensure that they keep copies of the leaflet and make it available to users of their services. Copies of the complaints procedure will be available in other format and can be requested from Coventry & Warwickshire Mind.
Complaints Procedure (The term complainant is used to describe the person making the complaint).
Coventry & Warwickshire Mind wants to ensure that problems are satisfactorily resolved. It is obviously best to try and resolve any problem as soon as possible at an informal level. If it is necessary to take this matter further this should be done in line with formal processes and timescales. 

At each stage the complainant will be kept fully informed of the progress of the complaint. At the conclusion of each stage of the formal process there will be a written report on the findings and proposed action to be taken, where appropriate.  This report will be available to any later stage of the procedures. 

Informal Procedure

This stage may be by-passed if the complainant so wishes.

The complainant is encouraged to discuss the complaint with a member of staff or volunteer, who may then need to seek advice as to the appropriate way to deal with the issue. 

If the complainant is not happy with the outcome, they have the right to proceed to stage one of the formal procedure. 

Formal Procedure
Stage 1
A formal complaint must be made in writing within 28 days (4 weeks) of the incident/issue and signed by the complainant (a form is available for making a written complaint, if required). 
	What is your complaint about?
	Who should you give your complaint to

	The service, policies, premises or facilities
	The Operational Manager of the service

	A service user, volunteer or member of staff within the service
	The Operational Manager of the service

	An Operational Manager, service user, volunteer or member of staff from any other part of Coventry & Warwickshire Mind
	A member of the Senior Management Team
The Senior Management Team are:

Kay St.Clair – Chief Executive

Steven Hill – Director of Central Services

David Healey – Director of Operations

Cathie Birta – Senior Operational Manager



	A member of the Senior Management Team other than the Chief Executive
	The Chief Executive

	The Chief Executive
	The Chair of Coventry & Warwickshire Mind’s Executive Committee


An investigation will be carried out within 3 weeks of receiving the complaint. Following the completion of the investigation the results will be reported to the complainant, in writing, within 7 working days. If the complainant is not satisfied with the outcome, they will be advised of their right to proceed to Stage 2 of the formal procedure.

Stage 2

The complainant will meet with at least one member of the Senior Management Team. The complainant is welcome to bring a friend to the meeting.  Following the meeting any decisions will be reported to the complainant, in writing within 7 working days.

Stage 3

If the problem has not been resolved to the complainant’s satisfaction, the complainant has the final right of appeal (within 7 days of receiving decision from stage 2), which should be submitted in writing to the Chair of Coventry & Warwickshire Mind Executive Committee. The Chair will convene a panel, within 15 working days, consisting of members of the committee. This panel will firstly review the processes, evidence and outcomes of previous stages and will meet with the complainant. Following the meeting any decisions will be reported to the complainant, in writing within 7 working days. Their decision will be the final decision, subject to Stage 4.

Stage 4
If the complainant , having worked through all stages of Coventry & Warwickshire Mind's procedures, is still not satisfied, they have the right to use Coventry Social Care complaints procedure or complain to National Mind (Details of which will be contained in the letter following the outcome of stage three).  
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