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Complaints, Concemsand

Complments Procedure

1. Procedure statement

1.1. We are committed to providing as high quality a service as possible to the people we
support, theirfamilies and representatives. We recognise that feedbackofallkinds helps
usto leam and improve what we do. We wilmake every effort to let people know how
important theirfeedbackisto us, whetherthey are happy orunhappy with how we work
and services we provide.

1.2. We willprovide everyone we support and theirrelatives with information on this procedure
in the formatoftheirchoice and wil make reasonable adjustments to ensure information
isaccessble to everyone. Thisincludesversionsin languagesotherthan English. Where we
don't have a requested version in stock, we will do our best to produce a version in as
quick a time aspossible.

1.3. We support the principles of the NHS England ‘Ask Listen Do’ project which is aimed at
supporting organisations to leam from and improve the experiences of people with a
le aming disability, autism orboth, theirfamiliesand carers when giving feedback, raising a
concemormaking a complaint (see Appendix 1: Ask Listen Do).

2. De finitions

2.1. ‘A complaint is an expression of dissatisfaction, however made, about the standard of
service, actionsorlackofaction by the organisation, its own staff, orthose acting on its
behalfaffecting an (individual) orgroup of(people)t’.

22. Aconcemisa feeling orwony about something not being done ordone in a way that
could lead to someone’s detriment. The person raising the issue may wish notto do so in a
formalmannerie.complaint, butin ourinvestigationswe mayfeelthatitshould be treated
asa complaint, due to the impactofthe mattersraised.

2.3. A compliment is an expression of praise, commendation, respect orregard. Where we
receive compliments we wil ensure that these are quickly communicated to the
colleaguesinvolved and theirmanagersin the widerorganisation.

3. GDPR

3.1. hnformation held aboutcomplaints wilbe held and processed in line with the principlesof
the Data Protection legislation; details about this are reflected in our Privacy Notice.
Statisticalreportswilbe produced to monitortrends, butindividualswilnotbe identified in

the se reports.

4. Compliance with policy and procedure

4.1. ¥ this guidance is not followed, the people we support, and their re presentative s might
lose confidence in the organisation. They might lose confidence in you personally. They
might go to anotherproviderforsupport. Not following thispolicy may make people less
likely to give honestfeedback, and thiswould make it harderforusto improve the quality
orourservices.

' Housing Ombudsman’s Complaint Handling Code - April 2022

Date of Issue: March 2024 Issued by: Claire Sweetman Approved by: PRG

Date ofIatest Review: May 2025 Date of Next Review: March 2027 Page:10f11

Thisisa controlled document. The electronic version ofthisdocumentislocated in MyAvenues
intranet/Policiesand Procedures and isthe mostup to date. In the case ofconflictthe electronic version
prevailsoverany printed version. Thisdocumentis forintemaluse only and maynotbe relied uponby
third partiesforany purpose whatsoever.



https://www.england.nhs.uk/learning-disabilities/about/ask-listen-do/

avenues

Complaints, Concemsand
Complments Procedure

Ourregulatorsmay also take appropriate action in line with theirpowers and
derestric tion. Ourregulatorsare:

e The IocalAuthorty (TA);

e The Care Quality Commission(CQC);

e The Charties Commission (CC);

e The Regulatorof Social Housing (RSH), and Housing Ombudsman;

e The Ihnformation Commissioner's Office (ICO).

4.2. They mightserve a requirementorwaming notice. They would probably inc lude the failing
in theirinspection report, and this would have a negative impacton ourreputation.

43. ¥you are a Registered Manager, yourcurment and future registration could be affected
and some information/actions are supported by fines. Your actions in dealing with a
complaint may be investigated by the IocalGovernmentand Social Care Ombudsman.
You willneed to show that you have followed thispolicy.

5. Contents
5.1. Thisguidance isbroken down into the following:

Making it easy to complain and give a c ompliment;
Dealing with and investigating a concem orcomplaint;
Reasons why we might notinvestigate a complaint;
Appeals;

Recording and monitoring.

6. Making iteasy to complain and give a compliment
6.1. Fyou are anemployee, you should make sure that people who wantto raise a concem
orcomplaintorgive a compliment find it easy to do and thatyou:

Askpeople abouttheirexperienceson a regularbasis;

Provide information in a format that is helpful to them;

Putpeople atease;

Resolve the issue asquickly aspossible;

Keep people informed about the progressofinve stig a tio ns;

Provide people who make complaints with fullexplanationsand apologies when
approprate, and

Offeropportunities forpeople to tellusabouttheirexperence ofmakng a
complaint, so that we canleam.

6.2. Anyone affected by the way Avenuesprovidesservicescan make a complaint. Youcan
make a complaintorraise a concem:

e Ihperson;
e 'Througha team memberorcolleague;
e Throughanadvocate orrepresentative;
e Bytelephone —complaintstelephone line: 020 3535 0564
o Byletter;
e Byemailto the manager,orto the Complaints Officeremailaddress:
complaints@ave nue sgroup.org.uk
e Youcanalso emailusdirectly to make a complaint via ourweb site :
www.avenuesgroup.org.uk/contact-us
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6.3. We have accessible version of this policy and procedure see Appendix 2: How to Make a
Complaint Booklet and What Happens, and let usknow what you thinkabout whatwe do. This
isalso available in spoken form.

6.4. At the start of support being provided, you wil receive a copy of Appendix 2a Fre que nily
Asked Questions (FAQ’s).

6.5. Anonymous complaints should be managed under the same procedure as complaints
that aren’t anonymous. However, anonymous complaints maybe less effective and for this
reason we encourage complainants to share theircontact detais to ensure there are better
outcomesforthe concemsmised. Thiswillalso enable usto tellthe complainant the outcome
ofourinvestigation and askthem how welltheircomplaint washandled.

6.6. Arepresentative maycomplainonbehalfofa person we supportif:

e 'The person hasgiven consent forthe representative to acton their
behalf or;

o 'The personcannotcomplain unaided and cannotgive consent
because theylackcapacity,or;

e The representative is acting in the person we support’s b e stinte re sts
—forexample, where the mattercomplained about, if true, would
be detrimentalto the person.

6.7. If you are not satisfied that the representative is acting with the person we support’s
consentorin theirbe st inte re sts, yo u must no tify the re pre sentative in writing, and state the
re ason.

6.8. Fsomeone complainsonbehalfofa person we support, we willinvolve the personasmuch
as possible, we will always be mindful of not sharing data about a person without their
consent.

6.9. f a person wishes to appoint an advocate, or you feel they may benefit fom an
advocate's help in making a complaint, you should do all you can to help them appoint
one. Example nationaladvocacyagenciesinclude:

e 'The Advocacy People —contactdetails:_

https:// www.theadvocacypeople.oxrg.uk/ Tel: 0330 440 9000
e PoHWER - contact details:

www.pohwernet/ Tel: 0300 4562370

Butbearin mind, there wilbe smallerlocalagenciesin yourarea too.

6.10.f a person would lke to speak with someone outside of Avenues about support with
making a complaint, orneedsfurtheradvice,youcan also directthem to theirlocal Health
watch orCitizens Advic e. Appendix 3: OurRe gulators, which providesdetailsofourregulators
who can be appmwached directly by the complainant if they so wish at any point in the
process.

6.11. We welcome complimentshowevermade. These should be reported to the RegionalPA’s
who willrecord onthe complimentslog. These recordsare regulady reported to the Group
Safeguarding and Serious Incident, to highlight good practice and inform o urfuture wo rk.

7. Dealing with and investigating a concem orcomplaint
7.1. Stepsto take when receiving a complaint are summarsed in the dealing with a concem
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orcomplaint flowchartin 7.6.

Concemsand complaints should be managed quicKkly, effectively, faidy and hone stly.

Often people feel more comfortable suggesting improvements rather than complaining
formally. These concemsorfeedbackshould stillbe recorded through thisprocessto help
usleam from them.

Fa complainantalertsusto possible abuse,neglectora different criminaloffence, we wil
tellthe Local Authority’'s Adult Safeguarding Team and the police,asapproprate. They wil
decide how to investigate and monitoroutcomes. If somebody bringssuch an allegation
to yourattention, you mustinform a more seniorcolleague immediately, so they may take
approprate action. Please see the Safeguarding and Health and Safety (Including
Accidents and Incidents) Policy formore details.

Complaints relating to disc imination of people with protected charac teristic s might be
unlawfulunderthe Equality Act2010. Please see the Equality o f Opportunity, Dive rsity and
FairTreatment Policy formore details abo utthis.
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7.6. Complaint/ concem flowchart

Immediately upon receiving complaint/concern: Acknowledge CO sends

verbally and log on the complaint spreadsheet — notify Manager and acknowledgement letter

Complaints Officer (CO). within 3 working days.

Formal or Informal?
If the issue was raised informally/about improvements, communicate the
outcome & close the concern on the spreadsheet, detailing actions taken.

If a concern/complaint requires investigation at stage | of the process, the
Manager should:
¢ Notify their Senior Manager and an Investigating Officer (1O) is to be
appointed
Details of the IO and next steps to be shared with the person
raising concern in writing

All correspondence to be uploaded to case file on SharePoint

Within 28 Working days of complaint/concern being raised: Resolution not possible within
The IO should have completed their in investigation and notified 28 days?

the complainant : :
IO must inform complainant of

reasons why & when stage | will
be completed (no longer than 28

The response should provide details for escalation to stage 2, and
other options

The 10 should update the outcome on the complaints spreadsheet

workings days, notify your line manager. CEE WeI Geet) [ EE))

Resolution not possible within

?
Complainant escalates for resolution under Stage 2: 28 days?

IO must inform complainant of
reasons why & when stage 2 will be
completed (not longer than 28 days
e Stage 2 process to be completed within 28 days of request toescalate without good reason)

e CO to acknowledge request & Manager appointed to review under
stage 2 appeal, with support of PWS
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7.7. Fa complainant involves more than ourorganisation in theircomplaint (Avenues and a
Iocal Authority for example), we must work with that organisation to provide a single
response to complainants. Amrangementsneed to be in place toagree:

® Who should take the lead in co-ordinating the handling ofthe complaint;
® Communic ating with the complanant;
® Providing information thatisreasonably requested,and;

® Attending any meeting reasonablyrequired.
7.8. Fsomeone complainsto us,and we are notresponsible forthe care orservice complained
about, youshould:

® Signpostthem to the right organisation and provide the person with theircontact
details, and

® Offerto share theirconcems with the comect organisation — you will need the person’s
pemmission to do this.
7.9. When youreceive a concem orcomplaint youmust:

® Show empathy to the person raising the concem
* Write down the complainant’s contact details, if you don't already havethe m

® Assure the complainantthatany mformation they give you willbe shared on a need-
to-know basis only, as perour ‘Data Profection and Confid e ntia lity policy’

® Reassure them that we wilnottreatthem orothers unfaidy if they choose tocomplain

® Askthem whatthey would like to happen asa result oftheircomplaint (the outcome)
and record thisin yourreport

® Thke allreasonable stepsto resolve the complaint informally — thatis, to their
satisfa c tion, but witho ut the need fora full-blo wninve stiga tion

® Fyoucannotresolve theirconcem immediately, tellthem whatstepsyou are going
to take to resolve it assoon aspossible

® Fyouare nota manager, whetherornotyou immediately resolve a concemor
complaint, you must inform yourlne managerassoon aspossible and within 24 ho urs
atmost. Funable to inform yourlne managerwithin 24 ho urs, you must inform their
line managerorthe oncallmanager.

7.10. Regional Directors and Senior Operational/Senior Managers are responsible for
appointing Investigating Officers. Subsidiary PA’'s / Team Secretaries are responsible for
updating the complaints spreadsheet, whichisloc ated onShare Point.

7.11. Kyoureceive aconcemorcomplaintthatresultsin a safeguarding alertorevena police
ivestigation, the Safeguarding Policy and Procedure mustbe followed, butyou stillhave
the same duty to keep the complainant nformed ofthe progressofthe complaint and
to update the spreadsheet.

7.12. Complaints and concems should be acknowledged in writing within 3 days ofreceipt,
along with the appropriate appendix to the complainant (Appendix 2 or2a). Where the
matteris referred to a first stage investigation (stage 1) the acknowledgement should
include details of the Investigating Officerand the next stepsand expected timescales
forcomple tion.

7.13. Allcomespondence and anyotherassociated documentsshould be uploaded on to the
case file on SharePoint.
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The Investigating Officershould keep the person making the complaint informed about
the investigation’s progress. The investigation and its outcome should be completed
within 28 daysofthe receiptofthe complaint. f thisisnotpossible the investigating officer
should inform the complainantofwhy they cannotcomplete within the 28 day timesc ale
and advise them when it wilbe completed. This should notexceed a further28 working
days without good reason.

Discretionary Compensation —'There may be occasions where it is fitting forusto make a
good will gesture or to award compensation. For example where our actions have
resulted in a lack of services from us, or cost to the complainant. Payment as
compensation isnot automatic even when clearmistakes have been made. Any offer
of compensation must be approved by a Senior Managerto the Investigating Officer,
and be in line with ourdelegated duties. Compensation is used to offset against any
debt thatis owed to Avenues exceptin exceptional cicrumstances. By agreeing and
accepting compensation the complainant is agreeing that the matteris resolved and
no further action will be taken. If the complainant does not agree with the amount
offered they can referthe matterto an appropriate extemalbody afterexhausting our
procedure.

When the investigation is complete, the Investigating Officer should set out their
conclusion and recommendations for action in the complaint re solution letter for the
relevant business entity. Before sending the letter to the person making the complaint,
authomnsation from your Regional Director or Group Director of Operations, Head of
Service, ormore Senior Manageris required. The letter should also include details for

escalation ntemally (e.g. stage 2 Appeal) and extemally see Appendix 4: o mplate Stage
1 Complaint Re solution le tte r.

Fyoubecome aware of a complaint on social media, do not attempt to address the
matter yourself but inform the Marketing Team either by emailng them,
Communications@avenuesgroup.org.uk or by messaging them on one of our social
media accounts.

8. Reasons why we might notinvestigate a complaint
8.1. Acomplainthasaleadybeen investigated and resolved:

8.2.

If we have followed our complaints policy, including the appeals process, we wil not
reinvestigate a previous complaint made and wil write to the complainant informing
them of this, signposting them to the relevantextemalagenciese.g. localGovemment
and SocialCare Ombudsman.

Tme lLimits:

We encourage complainantsto raise matterssoon afterthe eventoccumed orcame to
theirnotice. fa complaintisreceived more than twelve months later, we may notbe
able to investigate properdy. We should considerifthere wasgood reason fornotmaking
the complaint sconer and whether, despite the delay, it is still possible to investigate
effectively and faidy. The case not to investigate should be made to the Executive for
their authorsation. Where it hasnotbeen possble to investigate fully, the complainant
will receive written explanation as to why a comprehensive investigation was not
undertaken.
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8.3. Unreasonable complainantbehaviour
People may act out of character in times of trouble or distress. The cicumstances
leading to a complaint may result in the complainantacting in an unacceptable way.

Complainants who have a history of challenging orinappropriate behaviour or have
diffic ulty e xpre ssing themselves may still have a legitimate grievance.

In most instances when we consider someone’s behaviour is unreasonable, we will
explain why and ask them to change it. We will also wam them that, if the behaviour
continues, we may take action to restrict theircontact with our offices/teams. Where
the behaviouris so extreme that it threatens the inmediate safety and welfare of our
employees, we may report the matterto the police orconsidertaking legalaction. In
such cases, we maynotgive the complainant priorwaming.

Apersonsreasonsforcomplaining may contribute to the way in whic h they present their
complaint. Regardless of this, we musttreat allcomplaints seriously and propedy assess
them. However,we also recognise thatthe actionofpeople who are angry,demanding
or permsistent may result in unreasonable demands on time and resources or
unacceptable behaviourtowardsourcolleagues. We will Therefore, applyourpolicies
and procedures to protect colleagues from unacceptable behaviour such as
unreasonable persistence, threats oroffensive behaviour.

An unreasonable complamantcanbe charactersed by:

® Actionswhich are harassing, prolific repetitive orobsessive and/or

® Aninsistence upon pursuing unmeritoriouscomplaintsand/or

® Aninsistence on pursuing a complaintin an unreasonable manner

Otherwordsto descrbe thistype ofbehaviourare vexatiousand unacceptable.

In making a case notto apply thisprocedure Managers should clearddy outline how the
issues apply to these tests. The case notto investigate should be made to the Exe c utive
fortheir a utho risa tion.

9. Appeals
a personmaking a complaintisnothappy with the outcome oftheircomplaint, they have
the rightto appeal Thisshould been done within 14 daysofbeing informed ofthe outcome
and explained in the resolution letter. Appeals should be forwarded to the Complaints
Officerwho willinform EMT, so theymayappointan Appeallnvestigator. The appealisstage
2 0fthe complaintsand concemsprocess.

9.1. The investigatorofanappealshould be seniorto the originalinvestigator.

9.2. Aspart of ourcommitment to co-production, the appeal mvestigator should complete
their review with the support and involvement of people we support. The people we
support who are involved in the appealshould be independent and not from the area in
whic h the issue hasarsen.
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9.3. The purmpose ofthe appealisnotto repeatthe initialinve stigation, butto considerwhether
a satisfactory process was followed; if there is evidence that was not considered and
should have been mmcluded, and whether the outcome was commensurate with the
finding s orthe inve stiga tion.

9.4. Where anappealhasbeenrequested it should be completed within 28 daysofreceipt. If
thisisnotpossible thenitcanbe extended fora further28 days, but thisshould notexceed
without good reason.

9.5. The complainant should be keptinformed ofhow theircomplaintisbeing managed and
the timescales we are working to.

9.6. Ifthe decisionisto uphold the originaloutcome notto uphold a complaint, then they must
be informed in complaint appeal resolution letter of their right to contact the relevant
ombudsman to ask them to review their complaint see Appendix 5: e mplate Stage 2
Complaints Re solution le tter.

9.7. ime Limits

If a complainant wishes to appeal the outcome of their complaint and the appeal is
received more than six monthslater, we may notbe able to investigate propedy. But we
shallalso considerwhetherthere wasgood reason fornot making the appealsoonerand
whether,despite the delay,itisstilpossible to investigate the complaintappealeffectively
and faily. We may notbe able to review ourdecision unless the complainant can show
theirappeal

® sbased on important evidence that contains facts that were not accurate, and the

complainant can show thisusing readily available information,or

® There is new and relevant information that was not previously available, and which
affectsthe decisionmade.

The case whetherornot to investigate a complaint appealwil be made by the relevant
func tional director. Where the matterof the appeal concems the functional direc tor the
decision to progress would be the responsibility oftheirline manager.

10. Recording and monitorng

10.1.Recording
We have to show how we have handled complaintsto variousstatutorybodies. Concems,
complaints and compliments will be logged on the complaints spreadsheet, which is
located on Share Point with pemissions set forc onfidentiality. Allrelevantcomespondence
and documents wil be uploaded to the case file in order to provide a full history /
backgmund ofthe complaint.
All compliments should also be recorded on the spreadsheet. You may do this for
complmentspaid verbally.
Where required, we will share information on complaints with our regulators but we wil
depersonalise data to preserve confidentiality as per Data Protection Act (2018). (See
Data Protection and Confidentiality Po lic y).
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10.2. Monitoring:

® Seriouslhcident and Safeguarding Review Group - Complaintsare a standing item on the
agenda, which meets quarterdy. The group looks at pefformance in managing enquires,
trends and lessons leamt. The group willfeed back its findings to Operational Managers,
Seniorleaders and the Exec utive;

® Quality & Iocal Engagement Committee - Feedback from the Serious Incident and
Safeguarding Review Group isshared with the Committee, who are a committee ofboard
trustees, and relevant nformation isthen shared by exception with the mainboard;

® An annualreview ofthe Concems, Complaintsand Compliments wilbe presented to the
Quality & Iocal Engagement Committee forthe purpose of reviewing and ensuring that
themes, trends and identified leamings have been captured and that a clear
understanding forfuture leamingsis putinto practice;

® Operations—Sewiceswillreview complaintsata locallevelwithlessonsleamtfed backinto
operational processes through theirc ontinuous improvement plans. The SeriousIncident &
Safeguarding Review Group willalso inform Operational Managersoflessonsleamed and
influence policy and proceduraldevelopment.

11. Equality of opportunities
Avenues acknowledges its obligations to act in accordance with the body of legislation
goveming equality in employment, and wholeheartedly support the prnciple of Faimess,
Respect, Equality, Dive rsity, Inc lusion and Engagement. The organisation opposes all forms of
unlawful orunfairdisc imination and every possible step wilbe taken to ensure thatindividuals
are treated equally and faidy.
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Appendices
1. Appendix 1 - NHS 'Ask Listen Do’
2. Appendix2—-How to make a complaint—easyread
3. Appendix2—-Whathappens—easyread
4. Appendix 2a — Frequently Asked Questions (FAQ'S)
5. Appendix3 - OurRegulators
6. Appendix4 - Template Stage 1 Complaint Resolutionletter
7. Appendix5-Template Stage 2 Complaint Resolutionletter
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