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Complaints policy

The purpose of the complaints policy is to ensure that anyone who makes a
complaint about any aspect of We Hear You's (WHY's) services has their complaint
taken seriously. The complaint should be investigated and resolved (where possible)
as quickly as possible. The policy is for clients, their carers, families and other
connected persons and the general public. Information about the Complaints
Procedure will be made available to all clients and displayed on the WHY website.

Procedure

a. Complaints of a superficial nature should be dealt with informally at the time
of complaint.

b. This policy requires all staff and volunteers to inform their line manager if a
complaint is made directly to them in the first instance. If the complainant is not
satisfied with the action taken, or if the complaint is of a serious nature, then the
matter should be reported immediately to the Director of We Hear You. When
requested the complainant will be given support in using the Complaints Procedure.

C. The Director will then ask an appropriate member of staff to investigate and
report the findings within five working days.

d. All complainants will receive a written acknowledgement within two working
days of receipt of their complaint that the matter is being investigated, unless a full
reply can be sent within five working days, and a full or interim report will be sent to
them within 20 working days of the date of receipt of the complaint.

e. When the investigation is complete the Director will make a decision as to
what action should be taken which may include further investigation.

f. The decision made and the actions taken shall be conveyed to the
complainant in writing within the time limit previously stated. The Director may use
his/her discretion as to whether a visit would be helpful as well as, or instead of a
letter.

g. If any complainant remains dissatisfied, the Chairman of Trustees will do their
own investigation and respond to the complainant within a further two weeks.

h. All correspondence and notes referring to complaints will be kept in a locked
cabinet in the complaints file in the Director’s office .



i. A register of complaints is maintained including action taken. Trustees will
receive a complaints report at their quarterly meeting. This gives a brief anonymous
resume of the complaint and the action taken.



