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COMPLIMENTS AND COMPLAINTS 

POLICY
The Project is committed to providing high quality services to young people, their carers, those working with young people and families.

All service users have the right to be informed of all our services, to be able to access these services within given timescales, to expect the service to be open as advertised, to receive a confidential service, to be assessed for other services and to be treated with courtesy, respect, and absence of discrimination.

Where service users are not satisfied with any aspect of our service then they have the right to complain. Both compliments and complaints will receive the same courtesy and consideration and shall be equally instrumental in monitoring and improving JAMES’s service delivery.
The Project takes seriously any complaint about its service provision. Our aims, via the procedure, are to provide an explanation for our actions; an apology if required; to ensure that the grounds for the complaint do not recur, and that our services are improved when required. 
PROCEDURE for service users, their referrers, parents or guardians.

HOW TO MAKE A COMPLIMENT OR COMPLAINT
You should contact JAMES in person, by telephone on 01274 483075 or in writing by post or email (enquiries@jamesuk.org) about the matter.  

You will be asked to provide details of your compliment or complaint including time and date, and a breakdown of the details.
COMPLIMENTS; What we will do…
We are happy to receive a compliment in any convenient form; in person, by phone, email or letter.  
Details will be put into print where necessary and communicated to the management team for any positive action e.g. an area of best practice may be indicated which can then be introduced elsewhere.
The information will be kept on record for reference and may be used for publicity or funding related information. 

COMPLAINTS; What we will do…
Complaints Procedure- Informal Stage 

The appropriate project worker or manager will normally first seek to discuss the matter with you and then, with reference to others where necessary, consider details of the matter and seek to produce, where possible, an informal resolution. 

This stage should occur as soon as possible following the receipt of a complaint or concern. Where feasible this should be immediately on receipt of your complaint, otherwise within two working days.

If there is non-acceptance/agreement at this stage –or where the JAMES employee dealing with the matter determines that formality is necessary then the complaint must be put in writing.  This should contain all relevant details, particularly names and dates and a clear statement of the problem. It should be signed and dated by the complainant, and then be addressed by the formal procedure.

Complaints Procedure-Formal stage
At the formal procedure a panel will be appointed to carry out the investigation / hearing. It should be formed from either

1. Two senior employees who are not involved in the situation giving rise to the complaint, plus a panel member who is independent of The Project 

-or-

2. A management committee member, an un-involved manager and an independent panel member 

Where the appropriate response consists of a hearing rather than detailed investigation, the complainant may attend and be accompanied by up to two others. 

We will address the complaint as above and provide our response within 21 working days of receiving the complaint. 

Details of discussions and findings/conclusions shall be recorded in writing and this response treated as confidential, being made available only to those involved in the investigation, the complainant, chair of JAMES  Management Committee and any person(s) complained about plus, if relevant, any other relevant party where this is necessary or is mutually agreed.         

Note-If it is not possible to conduct the investigation or hearing and provide written response within 21 days of the complaint being received we will write to you with an explanation and stating when the investigation and or response will take place. 

Our formal written response (complaints)

In a written response we will provide JAMES’s view of the complaint, why we took the action we did, whether we consider the complaint to be justified or not, and what steps we will take to make sure a similar incident will not recur.

If you are not satisfied by our response then you may write to the Chair of the Management Committee of JAMES stating why our response has been inadequate.

RECORDING; 

A record will be kept at JAMES’s head office of ALL complaints and compliments and at each relevant office/base. These records should contain date, contact details (name, address, phone), brief summary of the comment, details of further communication; any outcome.  

N.B.   All such documentation will be filed and kept in accordance with the confidentiality policy for 5 years. It should then be shredded for disposal unless otherwise instructed by a JAMES’ Operations Manager.
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