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This is a  c o ntro lle d  d o c ume nt. The  e le c tro nic  ve rsio n o f this d o c ume nt is lo c a te d  in MyAve nue s 

intra ne t/ Po lic ie s a nd  Pro c e dure s a nd  is the  mo st up  to  da te . In the  c a se  o f c o nflic t the  e le c tro nic  ve rsio n 

p re va ils o ve r a ny p rinte d  ve rsio n. This d o c ume nt is fo r inte rna l use  o nly a nd  ma y no t b e  re lie d  up o n b y 

third  p a rtie s fo r a ny p urp o se  wha tso e ve r. 

 

 

1. Proc e dure  state me nt 

1.1. We  a re  c o mmitte d  to  p ro vid ing  a s hig h q ua lity a  se rvic e  a s p o ssib le  to  the  p e o p le  we  

supp o rt, the ir fa milie s a nd  re pre se nta tive s. We  re c o g nise  tha t fe e d b a c k o f a ll kind s he lps 

us to  le a rn a nd  impro ve  wha t we  d o . We  will ma ke  e ve ry e ffo rt to  le t p e o p le  kno w ho w 

imp o rta nt the ir fe e db a c k is to  us, whe the r the y a re  ha p p y o r unha pp y with ho w we  wo rk 

a nd  se rvic e s we  p ro vide . 

1.2. We  will p ro vid e  e ve ryo ne  we  sup p o rt a nd  the ir re la tive s with info rma tio n o n this p ro c e d ure  

in the  fo rma t o f the ir c ho ic e  a nd  will ma ke  re a so na b le  a d justme nts to  e nsure  info rma tio n 

is a c c e ssib le  to  e ve ryo ne . This inc lud e s ve rsio ns in la ng ua g e s o the r tha n Eng lish. Whe re  we  

don’t have a requested version in stock, we will do our best to produce a version in as 
q uic k a  time  a s p o ssib le . 

1.3. We  sup p o rt the  princ ip le s o f the  NHS England ‘Ask Listen Do’ project whic h is a ime d  a t 

supp o rting  o rg a nisa tio ns to  le a rn fro m a nd  imp ro ve  the  e xpe rie nc e s o f p e o p le  with a  

le a rning  d isa b ility, a utism o r b o th, the ir fa milie s a nd  c a re rs whe n g iving  fe e db a c k, ra ising  a  

c o nc e rn o r ma king  a  c o mp la int (se e  Appe ndix 1: Ask Liste n Do). 

 

2. De finitions 

2.1. ‘A complaint is an expression of dissatisfaction, however made, about the standard of 
se rvic e , a c tio ns o r la c k o f a c tio n b y the  o rg a nisa tio n, its o wn sta ff, o r tho se  a c ting  o n its 

b e ha lf a ffe c ting  a n (ind ivid ua l) o r g ro up  o f (p e o p le )1’. 
2.2. A c o nc e rn is a  fe e ling  o r wo rry a b o ut so me thing  no t b e ing  d o ne  o r d o ne  in a  wa y tha t 

c o uld  le a d  to  someone’s d e trime nt. The  p e rso n ra ising  the  issue  ma y wish no t to  d o  so  in a  

fo rma l ma nne r i.e . c o mp la int, b ut in o ur inve stig a tio ns we  ma y fe e l tha t it sho uld  b e  tre a te d  

a s a  c o mp la int, d ue  to  the  imp a c t o f the  ma tte rs ra ise d . 

2.3. A c o mp lime nt is a n e xp re ssio n o f p ra ise , c o mme nd a tio n, re sp e c t o r re g a rd . Whe re  we  

re c e ive  c o mplime nts we  will e nsure  tha t the se  a re  q uic kly c o mmunic a te d  to  the  

c o lle a g ue s invo lve d  a nd  the ir ma na g e rs in the  wid e r o rg a nisa tio n. 

 

3. GDPR 

3.1. Info rma tio n he ld  a b o ut c o mp la ints will b e  he ld  a nd  pro c e sse d  in line  with the  princ ip le s o f 

the  Da ta  Pro te c tio n le g isla tio n; d e ta ils a b o ut this a re  re fle c te d  in o ur Priva c y No tic e . 

Sta tistic a l re p o rts will b e  p ro duc e d  to  mo nito r tre nds, b ut ind ivid ua ls will no t b e  id e ntifie d  in 

the se  re p o rts. 

 

4. Complianc e  with polic y a nd proc e dure  

4.1. If this g uida nc e  is no t fo llo we d , the  p e o p le  we  sup p o rt, a nd  the ir re pre se nta tive s mig ht 

lo se  c o nfid e nc e  in the  o rg a nisa tio n. The y mig ht lo se  c o nfid e nc e  in yo u p e rso na lly. The y 

mig ht g o  to  a no the r p ro vid e r fo r sup p o rt. No t fo llo wing  this p o lic y ma y ma ke  pe o p le  le ss 

like ly to  g ive  ho ne st fe e d b a c k, a nd  this wo uld  ma ke  it ha rd e r fo r us to  imp ro ve  the  q ua lity 

o r o ur se rvic e s. 

 

 

 

 

 
 

1 Housing Ombudsman’s Complaint Handling Code – April 2022 

https://www.england.nhs.uk/learning-disabilities/about/ask-listen-do/
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Our re g ula to rs ma y a lso  ta ke  a p pro pria te  a c tio n in line  with the ir p o we rs a nd  

d e re stric tio n. Our re g ula to rs a re : 

 The  Lo c a l Autho rity (LA); 

 The  Ca re  Qua lity Co mmissio n (CQC); 

 The  Cha ritie s Co mmissio n (CC); 

 The  Re g ula to r o f So c ia l Ho using  (RSH), a nd  Ho using  Omb udsma n; 

 The  Info rma tio n Co mmissio ne r's Offic e  (ICO). 

4.2. The y mig ht se rve  a  re q uire me nt o r wa rning  no tic e . The y wo uld  p ro b a b ly inc lud e  the  fa iling  

in the ir inspe c tio n re p o rt, a nd  this wo uld  ha ve  a  ne g a tive  imp a c t o n o ur re p uta tio n. 

4.3. If yo u a re  a  Re g iste re d  Ma na g e r, yo ur c urre nt a nd  future  re g istra tio n c o uld  b e  a ffe c te d  

a nd  so me  info rma tio n/ a c tio ns a re  supp o rte d  b y fine s. Yo ur a c tio ns in d e a ling  with a  

c o mpla int ma y b e  inve stig a te d  b y the  Lo c a l Go ve rnme nt a nd  So c ia l Ca re  Omb udsma n. 

Yo u will ne e d  to  sho w tha t yo u ha ve  fo llo we d  this p o lic y. 

 

5. Conte nts 

5.1. This g uida nc e  is b ro ke n d o wn into  the  fo llo wing : 

 Ma king  it e a sy to  c o mp la in a nd  g ive  a  c o mplime nt; 

 De a ling  with a nd  inve stig a ting  a  c o nc e rn o r c o mp la int; 

 Re a so ns why we  mig ht no t inve stig a te  a  c o mp la int; 

 Ap p e a ls; 

 Re c o rd ing  a nd  mo nito ring . 

 

6. Making it e asy to c omplain and g ive  a  c omplime nt 

6.1. If yo u a re  a n e mp lo ye e , yo u sho uld  ma ke  sure  tha t p e o p le  who  wa nt to  ra ise  a  c o nc e rn 

o r c o mpla int o r g ive  a  c o mplime nt find  it e a sy to  d o  a nd  tha t yo u: 

 Ask p e o p le  a b o ut the ir e xp e rie nc e s o n a  re g ula r b a sis; 

 Pro vide  info rma tio n in a  fo rma t tha t is he lp ful to  the m; 

 Put p e o p le  a t e a se ; 

 Re so lve  the  issue  a s q uic kly a s p o ssib le ; 

 Ke e p  pe o p le  info rme d  a b o ut the  p ro g re ss o f inve stig a tio ns; 

 Pro vide  p e o p le  who  ma ke  c o mp la ints with full e xp la na tio ns a nd  a po lo g ie s whe n 

a p pro pria te , a nd  

 Offe r o p p o rtunitie s fo r p e o p le  to  te ll us a b o ut the ir e xp e rie nc e  o f ma king  a  

c o mpla int, so  tha t we  c a n le a rn. 

6.2. Anyo ne  a ffe c te d  b y the  wa y Ave nue s p ro vide s se rvic e s c a n ma ke  a  c o mpla int. Yo u c a n 

ma ke  a  c o mp la int o r ra ise  a  c o nc e rn: 

 In pe rso n; 

 Thro ug h a  te a m me mb e r o r c o lle a g ue ; 

 Thro ug h a n a dvo c a te  o r re p re se nta tive ; 

 By te le p ho ne  – c o mp la ints te le p ho ne  line : 020 3535 0564 

 By le tte r; 

 By e ma il to  the  ma na g e r, o r to  the  Co mp la ints Offic e r e ma il a d d re ss: 

c omplaints@ave nue sgroup.org .uk 

 Yo u c a n a lso  e ma il us d ire c tly to  ma ke  a  c o mp la int via  o ur we b site : 

www.ave nue sgroup.org .uk/ c ontac t- us 

https://www.lgo.org.uk/
https://www.lgo.org.uk/
https://www.lgo.org.uk/
mailto:complaints@avenuesgroup.org.uk
http://www.avenuesgroup.org.uk/contact-us
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6.3. We  ha ve  a c c e ssib le  ve rsio n o f this p o lic y a nd  p ro c e d ure  se e  Appe ndix 2: Ho w to  Make  a 

Complaint Boo kle t and What Happe ns, a nd  le t us kno w wha t yo u think a b o ut wha t we  d o . This 

is a lso  a va ila b le  in sp o ke n fo rm. 

6.4. At the  sta rt o f sup p o rt b e ing  p ro vide d , yo u will re c e ive  a  c o p y o f Appe ndix 2a Fre que ntly  

Aske d Que stions (FAQ’s). 

6.5. Ano nymo us c o mp la ints sho uld  b e  ma na g e d  und e r the  sa me  p ro c e d ure  a s c o mpla ints 

that aren’t anonymous. However, ano nymo us c o mplaints maybe  le ss e ffe c tive  and fo r this 

re aso n we  e nc o urage  c o mpla inants to  share  the ir c o ntac t de ta ils to  e nsure  the re  a re  be tte r 

o utc o me s fo r the  c o nc e rns ra ise d. This will a lso  e nable  us to  te ll the  c o mp la ina nt the  o utc o me  

o f o ur inve stig a tio n a nd  a sk the m ho w we ll the ir c o mpla int wa s ha nd le d . 

6.6. A re p re se nta tive  ma y c o mpla in o n b e ha lf o f a  p e rso n we  supp o rt if: 

 The  p e rso n ha s g ive n c o nse nt fo r the  re pre se nta tive  to  a c t o n the ir 

b e ha lf, o r; 

 The  p e rso n c a nno t c o mp la in una ide d  a nd  c a nno t g ive  c o nse nt 

b e c a use  the y la c k c a p a c ity, o r; 

 The representative is acting in the person we support’s b e stinte re sts 

– fo r e xa mple , whe re  the  ma tte r c o mpla ine d  a b o ut, if true , wo uld  

b e  d e trime nta l to  the  p e rso n. 

6.7. If you are not satisfied that the representative is acting with the person we support’s 
c o nse nt o r in the ir b e st inte re sts, yo u must no tify the  re p re se nta tive  in writing , a nd  sta te  the  

re a so n. 

6.8. If so me o ne  c o mp la ins o n b e ha lf o f a  pe rso n we  supp o rt, we  will invo lve  the  p e rso n a s muc h 

a s p o ssib le , we  will a lwa ys b e  mind ful o f no t sha ring  d a ta  a b o ut a  p e rso n witho ut the ir 

c o nse nt. 

6.9. If a  p e rso n wishe s to  a p p o int a n a dvo c a te , o r yo u fe e l the y ma y b e ne fit fro m a n 

advocate’s help in making a complaint, you should do all you can to help them appoint 
o ne . Exa mp le  na tio na l a d vo c a c y a g e nc ie s inc lud e : 

 The  Advoc ac y Pe ople  – c o nta c t d e ta ils: 

https:/ / www.theadvoc ac ypeople .org .uk /  Te l: 0330 440 9000 

 PoHWER – c o nta c t de ta ils: 

www.p o hwe r.ne t /  Te l: 0300 456 2370 

But b e a r in mind , the re  will b e  sma lle r lo c a l a g e nc ie s in yo ur a re a  to o . 

6.10. If a  p e rso n wo uld  like  to  sp e a k with so me o ne  o utside  o f Ave nue s a b o ut supp o rt with 

ma king  a  c o mpla int, o r ne e d s furthe r a dvic e , yo u c a n a lso  d ire c t the m to  the ir lo c a l He a lth 

wa tc h o r Citize ns Ad vic e . Appe ndix 3: Our Re gulators, whic h pro vid e s d e ta ils o f o ur re g ula to rs 

who  c a n b e  a p pro a c he d  d ire c tly b y the  c o mp la ina nt if the y so  wish a t a ny p o int in the  

p ro c e ss. 

 

6.11. We  we lc o me  c o mplime nts ho we ve r ma d e . The se  sho uld  b e  re p o rte d  to  the  Re g io na l PA’s 
who  will re c o rd  o n the  c o mplime nts lo g . The se  re c o rds a re  re g ula rly re p o rte d  to  the  Gro up  

Sa fe g ua rd ing  a nd  Se rio us Inc ide nt, to  hig hlig ht g o o d  p ra c tic e  a nd  info rm o ur future  wo rk. 

 

7. De aling  with and inve stigating  a  c onc e rn or c omplaint 

7.1. Ste ps to  ta ke  whe n re c e iving  a  c o mp la int a re  summa rise d  in the  de a ling  with a  c o nc e rn 

http://www.theadvocacypeople.org.uk/
http://www.pohwer.net/
http://www.pohwer.net/
http://www.pohwer.net/
https://www.healthwatch.co.uk/
https://www.healthwatch.co.uk/
https://www.healthwatch.co.uk/
https://www.citizensadvice.org.uk/
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o r c o mpla int flo wc ha rt in 7.6. 

 

7.2. Co nc e rns a nd  c o mp la ints sho uld  b e  ma na g e d  q uic kly, e ffe c tive ly, fa irly a nd  ho ne stly. 

 

7.3. Ofte n pe o p le  fe e l mo re  c o mfo rta b le  sug g e sting  imp ro ve me nts ra the r tha n c o mpla ining  

fo rma lly. The se  c o nc e rns o r fe e db a c k sho uld  still b e  re c o rd e d  thro ug h this pro c e ss to  he lp  

us le a rn fro m the m. 

 

7.4. If a  c o mpla ina nt a le rts us to  p o ssib le  a b use , ne g le c t o r a  d iffe re nt c rimina l o ffe nc e , we  will 

te ll the  Lo c a l Authority’s Ad ult Sa fe g ua rd ing  Te a m a nd  the  p o lic e , a s a pp ro p ria te . The y will 

d e c ide  ho w to  inve stig a te  a nd  mo nito r o utc o me s. If so me b o d y b ring s suc h a n a lle g a tio n 

to  yo ur a tte ntio n, yo u must info rm a  mo re  se nio r c o lle a g ue  imme dia te ly, so  the y ma y ta ke  

a p pro pria te  a c tio n. Ple a se  se e  the  Sa fe g ua rd ing  a nd  He a lth a nd  Sa fe ty (Inc lud ing  

Ac c id e nts a nd  Inc id e nts) Po lic y fo r mo re  de ta ils. 

 

7.5. Co mpla ints re la ting  to  d isc rimina tio n o f p e o p le  with pro te c te d  c ha ra c te ristic s mig ht b e  

unla wful unde r the  Eq ua lity Ac t 2010. Ple a se  se e  the  Eq ua lity o f Op p o rtunity, Dive rsity a nd  

Fa ir Tre a tme nt Po lic y fo r mo re  d e ta ils a b o ut this. 

https://www.legislation.gov.uk/ukpga/2010/15/contents
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Immediately upon receiving complaint/concern: Acknowledge 

verbally and log on the complaint spreadsheet – notify Manager and 

Complaints Officer (CO). 

CO sends 

acknowledgement letter 

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 1of the process, the 
Manager should: 

 Notify their Senior Manager and an Investigating Officer (IO) 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 

Complainant escalates for resolution under Stage 2: 

 CO to acknowledge request & Manager appointed to review under 
stage 2 appeal, with support of PWS 

 Stage 2 process to be completed within 28 days of request to escalate 

Resolution not possible within 

28 days? 

IO must inform complainant of 

reasons why & when stage 2 will be 

completed (not longer than 28 days 

without good reason) 

 

7.6. Complaint/ c onc e rn flowc hart 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Resolution not possible within 

28 days? 

IO must inform complainant of 

reasons why & when stage 1 will 

be completed (no longer than 28 

days without good reason) 

Within 28 Working days of complaint/concern being raised: 

 The IO should have completed their in investigation and notified 
the complainant 

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

 The IO should update the outcome on the complaints spreadsheet 

workings days, notify your line manager. 
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7.7. If a  c o mpla ina nt invo lve s mo re  tha n o ur o rg a nisa tio n in the ir c o mp la int (Ave nue s a nd  a  

Lo c a l Autho rity fo r e xa mple ), we  must wo rk with tha t o rg a nisa tio n to  p ro vid e  a  sing le  

re sp o nse  to  c o mpla ina nts. Arra ng e me nts ne e d  to  b e  in p la c e  to  a g re e : 

• Who  sho uld  ta ke  the  le a d  in c o -o rd ina ting  the  ha nd ling  o f the  c o mp la int; 

• Co mmunic a ting  with the  c o mpla ina nt; 

• Pro vid ing  info rma tio n tha t is re a so na b ly re q ue ste d , a nd ; 

• Atte nd ing  a ny me e ting  re a so na b ly re q uire d . 

7.8. If so me o ne  c o mp la ins to  us, a nd  we  a re  no t re sp o nsib le  fo r the  c a re  o r se rvic e  c o mp la ine d  

a b o ut, yo u sho uld : 

• Sig np o st the m to  the  rig ht o rg a nisa tio n a nd  pro vide  the  p e rso n with the ir c o nta c t 
d e ta ils, a nd  

• Offe r to  sha re  the ir c o nc e rns with the  c o rre c t o rg a nisa tio n – you will need the person’s 
p e rmissio n to  d o  this. 

7.9. Whe n yo u re c e ive  a  c o nc e rn o r c o mpla int yo u must: 

• Sho w e mp a thy to  the  p e rso n ra ising  the  c o nc e rn 

• Write down the complainant’s contact details, if you don’t already have the m 

• Assure  the  c o mpla ina nt tha t a ny info rma tio n the y g ive  yo u will b e  sha re d  o n a  ne e d - 
to -kno w b a sis o nly, a s p e r o ur ‘Data Protection a nd  Co nfid e ntia lity policy’ 

• Re a ssure  the m tha t we  will no t tre a t the m o r o the rs unfa irly if the y c ho o se  to  c o mpla in 

• Ask the m wha t the y wo uld  like  to  ha pp e n a s a  re sult o f the ir c o mp la int (the  o utc o me ) 
a nd  re c o rd  this in yo ur re p o rt 

• Ta ke  a ll re a so na b le  ste p s to  re so lve  the  c o mpla int info rma lly – tha t is, to  the ir 
sa tisfa c tio n, b ut witho ut the  ne e d  fo r a  full-b lo wninve stig a tio n 

• If yo u c a nno t re so lve  the ir c o nc e rn imme dia te ly, te ll the m wha t ste p s yo u a re  g o ing  
to  ta ke  to  re so lve  it a s so o n a s p o ssib le  

• If yo u a re  no t a  ma na g e r, whe the r o r no t yo u imme dia te ly re so lve  a  c o nc e rn o r 

c o mpla int, yo u must info rm yo ur line  ma na g e r a s so o n a s p o ssib le  a nd  within 24 ho urs 

a t mo st. If una b le  to  info rm yo ur line  ma na g e r within 24 ho urs, yo u must info rm the ir 

line  ma na g e r o r the  o n c a ll ma na g e r. 

7.10. Re g io na l Dire c to rs a nd  Se nio r Ope ra tio na l/ Se nio r Ma na g e rs a re  re sp o nsib le  fo r 

appointing Investigating Officers. Subsidiary PA’s / Team Secretarie s a re  re sp o nsib le  fo r 

up d a ting  the  c o mpla ints sp re a dshe e t, whic h is lo c a te d  o n Sha re Po int. 

7.11. If yo u re c e ive  a  c o nc e rn o r c o mpla int tha t re sults in a  sa fe g ua rd ing  a le rt o r e ve n a  p o lic e  

inve stig a tio n, the  Sa fe g ua rd ing  Po lic y a nd  Pro c e dure  must b e  fo llo we d , b ut yo u still ha ve  

the  sa me  d uty to  ke e p  the  c o mpla ina nt info rme d  o f the  pro g re ss o f the  c o mpla int a nd  

to  up d a te  the  sp re a d she e t. 

7.12. Co mpla ints a nd  c o nc e rns sho uld  b e  a c kno wle d g e d  in writing  within 3 d a ys o f re c e ip t, 

a lo ng  with the  a pp ro pria te  a p pe ndix to  the  c o mpla ina nt (Appe ndix 2 or 2a). Whe re  the  

ma tte r is re fe rre d  to  a  first sta g e  inve stig a tio n (sta g e  1) the  a c kno wle d g e me nt sho uld  

inc lud e  d e ta ils o f the  Inve stig a ting  Offic e r a nd  the  ne xt ste p s a nd  e xp e c te d  time sc a le s 

fo r c o mple tio n. 

7.13. All c o rre sp o nd e nc e  a nd  a ny o the r a sso c ia te d  d o c ume nts sho uld  b e  up lo a d e d  o n to  the  

c a se  file  o n Sha re Po int. 
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7.14. The  Inve stig a ting  Offic e r sho uld  ke e p  the  p e rso n ma king  the  c o mp la int info rme d  a b o ut 

the investigation’s progress. The investigation and its outcome should be completed 
within 28 d a ys o f the  re c e ip t o f the  c o mp la int. If this is no t p o ssib le  the  inve stig a ting  o ffic e r 

sho uld  info rm the  c o mp la ina nt o f why the y c a nno t c o mp le te  within the  28 d a y time sc a le  

a nd  a dvise  the m whe n it will b e  c o mp le te d . This sho uld  no t e xc e e d  a  furthe r 28 wo rking  

d a ys witho ut g o o d  re a so n. 

7.15. Disc re tio na ry Co mp e nsa tio n – The re  ma y b e  o c c a sio ns whe re  it is fitting  fo r us to  ma ke  a  

g o o d  will g e sture  o r to  a wa rd  c o mp e nsa tio n. Fo r e xa mp le  whe re  o ur a c tio ns ha ve  

re sulte d  in a  la c k o f se rvic e s fro m us, o r c o st to  the  c o mp la ina nt. Pa yme nt a s 

c o mpe nsa tio n is no t a uto ma tic  e ve n whe n c le a r mista ke s ha ve  b e e n ma d e . Any o ffe r 

o f c o mpe nsa tio n must b e  a pp ro ve d  b y a  Se nio r Ma na g e r to  the  Inve stig a ting  Offic e r, 

a nd  b e  in line  with o ur d e le g a te d  d utie s. Co mp e nsa tio n is use d  to  o ffse t a g a inst a ny 

d e b t tha t is o we d  to  Ave nue s e xc e p t in e xc e p tio na l c irc umsta nc e s. By a g re e ing  a nd  

a c c e p ting  c o mp e nsa tio n the  c o mpla ina nt is a g re e ing  tha t the  ma tte r is re so lve d  a nd  

no  furthe r a c tio n will b e  ta ke n. If the  c o mp la ina nt d o e s no t a g re e  with the  a mo unt 

o ffe re d  the y c a n re fe r the  ma tte r to  a n a pp ro p ria te  e xte rna l b o d y a fte r e xha usting  o ur 

p ro c e d ure . 

7.16. Whe n the  inve stig a tio n is c o mp le te , the  Inve stig a ting  Offic e r sho uld  se t o ut the ir 

c o nc lusio n a nd  re c o mme nd a tio ns fo r a c tio n in the  c o mpla int re so lutio n le tte r fo r the  

re le va nt b usine ss e ntity. Be fo re  se nd ing  the  le tte r to  the  p e rso n ma king  the  c o mp la int, 

a utho risa tio n fro m yo ur Re g io na l Dire c to r o r Gro up  Dire c to r o f Op e ra tio ns, He a d  o f 

Se rvic e , o r mo re  Se nio r Ma na g e r is re q uire d . The  le tte r sho uld  a lso  inc lud e  d e ta ils fo r 

e sc a la tio n inte rna lly (e .g . sta g e  2 Ap p e a l) a nd  e xte rna lly se e  Appe ndix 4: Te mplate  Stage  

1 Co mplaint Re so lution le tte r. 

7.17. If yo u b e c o me  a wa re  o f a  c o mpla int o n so c ia l me d ia , d o  no t a tte mp t to  a d d re ss the  

ma tte r yo urse lf b ut info rm the  Ma rke ting  Te a m e ithe r b y e ma iling  the m, 

Co mmunic a tio ns@ a ve nue sg ro up .o rg .uk o r b y me ssa g ing  the m o n o ne  o f o ur so c ia l 

me d ia  a c c o unts. 

 

8. Re asons why we  might not inve stigate  a  c omplaint 

8.1. A c o mp la int ha s a lre a d y b e e n inve stig a te d  a nd  re so lve d : 

If we  ha ve  fo llo we d  o ur c o mpla ints p o lic y, inc lud ing  the  a p pe a ls p ro c e ss, we  will no t 

re inve stig a te  a  pre vio us c o mpla int ma de  a nd  will write  to  the  c o mp la ina nt info rming  

the m o f this, sig np o sting  the m to  the  re le va nt e xte rna l a g e nc ie s e .g . Lo c a l Go ve rnme nt 

a nd  So c ia l Ca re  Omb ud sma n. 

 

8.2. Time  limits: 

We  e nc o ura g e  c o mpla ina nts to  ra ise  ma tte rs so o n a fte r the  e ve nt o c c urre d  o r c a me  to  

the ir no tic e . If a  c o mpla int is re c e ive d  mo re  tha n twe lve  mo nths la te r, we  ma y no t b e  

a b le  to  inve stig a te  p ro p e rly. We  sho uld  c o nsid e r if the re  wa s g o o d  re a so n fo r no t ma king  

the  c o mp la int so o ne r a nd  whe the r, d e sp ite  the  d e la y, it is still p o ssib le  to  inve stig a te  

e ffe c tive ly a nd  fa irly. The  c a se  no t to  inve stig a te  sho uld  b e  ma de  to  the  Exe c utive  fo r 

the ir a utho risa tio n. Whe re  it ha s no t b e e n p o ssib le  to  inve stig a te  fully, the  c o mp la ina nt 

will re c e ive  writte n e xp la na tio n a s to  why a  c o mp re he nsive  inve stig a tio n wa s no t 

und e rta ke n. 

mailto:Communications@avenuesgroup.org.uk
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8.3. Unre a so na b le  c o mpla ina nt b e ha vio ur: 

Pe o p le  ma y a c t o ut o f c ha ra c te r in time s o f tro ub le  o r d istre ss. The  c irc umsta nc e s 

le a d ing  to  a  c o mpla int ma y re sult in the  c o mp la ina nt a c ting  in a n una c c e p ta b le  wa y. 

 

Co mpla ina nts who  ha ve  a  histo ry o f c ha lle ng ing  o r ina p pro pria te  b e ha vio ur o r ha ve  

d iffic ulty e xp re ssing  the mse lve s ma y still ha ve  a  le g itima te  g rie va nc e . 

 

In most instances when we consider someone’s behaviour is unreasonable, we will 
e xp la in why a nd  a sk the m to  c ha ng e  it. We  will a lso  wa rn the m tha t, if the  b e ha vio ur 

c o ntinue s, we  ma y ta ke  a c tio n to  re stric t the ir c o nta c t with o ur o ffic e s/ te a ms. Whe re  

the  b e ha vio ur is so  e xtre me  tha t it thre a te ns the  imme dia te  sa fe ty a nd  we lfa re  o f o ur 

e mplo ye e s, we  ma y re p o rt the  ma tte r to  the  p o lic e  o r c o nside r ta king  le g a l a c tio n. In 

suc h c a se s, we  ma y no t g ive  the  c o mpla ina nt p rio r wa rning . 

 

A p e rso ns re a so ns fo r c o mp la ining  ma y c o ntrib ute  to  the  wa y in whic h the y p re se nt the ir 

c o mpla int. Re g a rd le ss o f this, we  must tre a t a ll c o mpla ints se rio usly a nd  p ro p e rly a sse ss 

the m. Ho we ve r, we  a lso  re c o g nise  tha t the  a c tio n o f pe o p le  who  a re  a ng ry, d e ma nding  

o r p e rsiste nt ma y re sult in unre a so na b le  d e ma nds o n time  a nd  re so urc e s o r 

una c c e p ta b le  b e ha vio ur to wa rd s o ur c o lle a g ue s. We  will. The re fo re , a p p ly o ur p o lic ie s 

a nd  p ro c e d ure s to  p ro te c t c o lle a g ue s fro m una c c e p ta b le  b e ha vio ur suc h a s 

unre a so na b le  p e rsiste nc e , thre a ts o r o ffe nsive  b e ha vio ur. 

 

An unre a so na b le  c o mp la ina nt c a n b e  c ha ra c te rise d  b y: 

• Ac tio ns whic h a re  ha ra ssing , p ro lific  re pe titive  o r o b se ssive  a nd / o r 

• An insiste nc e  up o n p ursuing  unme rito rio us c o mp la ints a nd / o r 

• An insiste nc e  o n p ursuing  a  c o mpla int in a n unre a so na b le  ma nne r 

Othe r wo rd s to  de sc rib e  this type  o f b e ha vio ur a re  ve xa tio us a nd  una c c e p ta b le . 

In ma king  a  c a se  no t to  a p p ly this p ro c e d ure  Ma na g e rs sho uld  c le a rly o utline  ho w the  

issue s a p p ly to  the se  te sts. The  c a se  no t to  inve stig a te  sho uld  b e  ma d e  to  the  Exe c utive  

fo r the ir a utho risa tio n. 

 

9. Appeals 

If a  pe rso n ma king  a  c o mp la int is no t ha p p y with the  o utc o me  o f the ir c o mpla int, the y ha ve  

the  rig ht to  a pp e a l. This sho uld  b e e n d o ne  within 14 d a ys o f b e ing  info rme d  o f the  o utc o me  

a nd  e xp la ine d  in the  re so lutio n le tte r. Ap p e a ls sho uld  b e  fo rwa rde d  to  the  Co mp la ints 

Offic e r who  will info rm EMT, so  the y ma y a p p o int a n Ap p e a l Inve stig a to r. The  a pp e a l is sta g e  

2 o f the  c o mp la ints a nd  c o nc e rns p ro c e ss. 

 

9.1. The  inve stig a to r o f a n a p pe a l sho uld  b e  se nio r to  the  o rig ina l inve stig a to r. 

9.2. As p a rt o f o ur c o mmitme nt to  c o -pro d uc tio n, the  a pp e a l inve stig a to r sho uld  c o mp le te  

the ir re vie w with the  supp o rt a nd  invo lve me nt o f p e o p le  we  sup p o rt. The  p e o p le  we  

supp o rt who  a re  invo lve d  in the  a p p e a l sho uld  b e  ind e pe nd e nt a nd  no t fro m the  a re a  in 

whic h the  issue  ha s a rise n. 
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9.3. The  p urp o se  o f the  a p p e a l is no t to  re p e a t the  initia l inve stig a tio n, b ut to  c o nside r whe the r 

a  sa tisfa c to ry pro c e ss wa s fo llo we d ; if the re  is e vide nc e  tha t wa s no t c o nsid e re d  a nd  

sho uld  ha ve  b e e n inc lud e d , a nd  whe the r the  o utc o me  wa s c o mme nsura te  with the  

find ing s o r the  inve stig a tio n. 

9.4. Whe re  a n a p pe a l ha s b e e n re q ue ste d  it sho uld  b e  c o mple te d  within 28 d a ys o f re c e ip t. If 

this is no t p o ssib le  the n it c a n b e  e xte nd e d  fo r a  furthe r 28 d a ys, b ut this sho uld  no t e xc e e d  

witho ut g o o d  re a so n. 

9.5. The  c o mpla ina nt sho uld  b e  ke p t info rme d  o f ho w the ir c o mpla int is b e ing  ma na g e d  a nd  

the  time sc a le s we  a re  wo rking  to . 

9.6. If the  d e c isio n is to  up ho ld  the  o rig ina l o utc o me  no t to  up ho ld  a  c o mp la int, the n the y must 

b e  info rme d  in c o mpla int a pp e a l re so lutio n le tte r o f the ir rig ht to  c o nta c t the  re le va nt 

o mb ud sma n to  a sk the m to  re vie w the ir c o mp la int se e  Appe ndix 5: Te mplate  Stage  2 

Co mplaints Re so lution le tte r. 

 

9.7. Time  limits 

If a  c o mp la ina nt wishe s to  a pp e a l the  o utc o me  o f the ir c o mpla int a nd  the  a p pe a l is 

re c e ive d  mo re  tha n six mo nths la te r, we  ma y no t b e  a b le  to  inve stig a te  p ro pe rly. But we  

sha ll a lso  c o nside r whe the r the re  wa s g o o d  re a so n fo r no t ma king  the  a pp e a l so o ne r a nd  

whe the r, d e sp ite  the  de la y, it is still p o ssib le  to  inve stig a te  the  c o mpla int a p pe a l e ffe c tive ly 

a nd  fa irly. We  ma y no t b e  a b le  to  re vie w o ur d e c isio n unle ss the  c o mp la ina nt c a n sho w 

the ir a p pe a l: 

• Is b a se d  o n imp o rta nt e vide nc e  tha t c o nta ins fa c ts tha t we re  no t a c c ura te , a nd  the  
c o mpla ina nt c a n sho w this using  re a d ily a va ila b le  info rma tio n, o r 

• The re  is ne w a nd  re le va nt info rma tio n tha t wa s no t p re vio usly a va ila b le , a nd  whic h 
a ffe c ts the  de c isio n ma d e . 

 

The  c a se  whe the r o r no t to  inve stig a te  a  c o mp la int a pp e a l will b e  ma d e  b y the  re le va nt 

func tio na l d ire c to r. Whe re  the  ma tte r o f the  a p pe a l c o nc e rns the  func tio na l d ire c to r the  

d e c isio n to  p ro g re ss wo uld  b e  the  re sp o nsib ility o f the ir line  ma na g e r. 

 

10. Re c ording a nd monitoring  

10.1. Re c o rd ing  

We  ha ve  to  sho w ho w we  ha ve  ha nd le d  c o mp la ints to  va rio us sta tuto ry b o d ie s. Co nc e rns, 

c o mpla ints a nd  c o mp lime nts will b e  lo g g e d  o n the  c o mpla ints sp re a dshe e t, whic h is 

lo c a te d  o n Sha re Po int with p e rmissio ns se t fo r c o nfid e ntia lity. All re le va nt c o rre spo nde nc e  

a nd  d o c ume nts will b e  up lo a d e d  to  the  c a se  file  in o rde r to  p ro vid e  a  full histo ry /  

b a c kg ro und  o f the  c o mp la int. 

All c o mp lime nts sho uld  a lso  b e  re c o rd e d  o n the  spre a d she e t. Yo u ma y d o  this fo r 

c o mplime nts pa id  ve rb a lly. 

Whe re  re q uire d , we  will sha re  info rma tio n o n c o mp la ints with o ur re g ula to rs b ut we  will 

d e pe rso na lise  d a ta  to  p re se rve  c o nfide ntia lity a s p e r Da ta  Pro te c tio n Ac t (2018). (Se e  

Da ta  Pro te c tio n a nd  Co nfide ntia lity Po lic y). 
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10.2. Mo nito ring : 

• Se rio us Inc id e nt a nd  Sa fe g ua rd ing  Re vie w Gro up  - Co mpla ints a re  a  sta nd ing  ite m o n the  

a g e nda , whic h me e ts q ua rte rly. The  g ro up  lo o ks a t p e rfo rma nc e  in ma na g ing  e nq uirie s, 

tre nd s a nd  le sso ns le a rnt. The  g ro up  will fe e d  b a c k its find ing s to  Op e ra tio na l Ma na g e rs, 

Se nio r Le a de rs a nd  the  Exe c utive ; 

• Qua lity & Lo c a l Eng a g e me nt Co mmitte e  - Fe e d b a c k fro m the  Se rio us Inc id e nt a nd  

Sa fe g ua rd ing  Re vie w Gro up  is sha re d  with the  Co mmitte e , who  a re  a  c o mmitte e  o f b o a rd  

truste e s, a nd  re le va nt info rma tio n is the n sha re d  b y e xc e p tio n with the  ma in b o a rd ; 

• An a nnua l re vie w o f the  Co nc e rns, Co mp la ints a nd  Co mplime nts will b e  p re se nte d  to  the  

Qua lity & Lo c a l Eng a g e me nt Co mmitte e  fo r the  p urp o se  o f re vie wing  a nd  e nsuring  tha t 

the me s, tre nds a nd  id e ntifie d  le a rning s ha ve  b e e n c a p ture d  a nd  tha t a  c le a r 

und e rsta nding  fo r future  le a rning s is put into  p ra c tic e ; 

• Op e ra tio ns – Se rvic e s will re vie w c o mp la ints a t a  lo c a l le ve l with le sso ns le a rnt fe d  b a c k into  

o p e ra tio na l pro c e sse s thro ug h the ir c o ntinuo us impro ve me nt p la ns. The  Se rio us Inc id e nt & 

Sa fe g ua rd ing  Re vie w Gro up  will a lso  info rm Op e ra tio na l Ma na g e rs o f le sso ns le a rne d  a nd 

influe nc e  p o lic y a nd  pro c e d ura l de ve lo p me nt. 

 

11. Equality of opportunities 

Ave nue s a c kno wle d g e s its o b lig a tio ns to  a c t in a c c o rda nc e  with the  b o d y o f le g isla tio n 

g o ve rning  e q ua lity in e mp lo yme nt, a nd  who le he a rte d ly sup p o rt the  p rinc ip le  o f Fa irne ss, 

Re sp e c t, Eq ua lity, Dive rsity, Inc lusio n a nd  Eng a g e me nt. The  o rg a nisa tio n o p p o se s a ll fo rms o f 

unla wful o r unfa ir d isc rimina tio n a nd  e ve ry p o ssib le  ste p  will b e  ta ke n to  e nsure  tha t ind ividua ls 

a re  tre a te d  e q ua lly a nd  fa irly. 
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