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Complaints Policy
1.
Introduction
This policy outlines the procedure service users and members of the public should use if they want to make a complaint about a service they receive from Middlesbrough and Stockton Mind. 
Middlesbrough and Stockton Mind will act to prevent complaints occurring in the first place by providing appropriate support and supervision to staff and volunteers, and providing training on all relevant policies which effect staff or volunteer behaviour towards service users. We also hope that by offering service users and members of the public the chance to give us feedback about our services in the form of questionnaires and consultative meetings, problems will be resolved before the Complaints Procedure becomes necessary.
2.
What this policy covers

This policy only covers complaints about staff, volunteers or services provided by

Middlesbrough and Stockton Mind, not about external services provided within Middlesbrough and Stockton Mind (for example, training sessions by other agencies held at Middlesbrough and Stockton Mind premises).
All complaints will be dealt with swiftly and appropriately and we will endeavour to correct any shortcomings that are within our control.

The policy does not address complaints made by staff (as these are covered by the Grievance Procedure). It does, however, cover complaints made by clients, their families or advocates, other agencies, and members of the general public.

3.
Principles
A. The opportunity to make a complaint is an essential right for all those who use the services provided by Middlesbrough and Stockton Mind. Complaints can be a valuable way of evaluating and improving our services and of ensuring they are responsive to the needs and preferences of users.

B. Middlesbrough and Stockton Mind's complaints procedure is intended to be speedy, effective and easily understandable. To ensure fairness, any investigation required will be carried out by someone who was not involved with the incident relating to the complaint.

C. Middlesbrough and Stockton Mind recognises that making a complaint can be difficult and stressful for the person making the complaint. At any stage a person making a complaint may seek the help of an independent advocate and Middlesbrough and Stockton Mind will provide information about this on request.

D. A complaint can also be stressful for a person against whom a complaint is made and that person may also need assistance and support. Any member of staff against whom a complaint is made will be given the fullest opportunity to answer any criticisms. It is our intention to empower people whilst not disadvantaging staff.
E. Every effort will be made to try and resolve any problem as soon as possible with the person concerned. If it is necessary to take the matter further, it should be done in line with the procedure described below.

F. Some complaints have or may have financial or legal consequences for Middlesbrough and Stockton Mind. In such cases, our insurers may require that we cease direct contact with the person making the complaint. It may then be necessary to refer the person making the complaint to another agency both for assistance with the complaint and to ensure that their service needs are met. 
G. The person making the complaint may remain anonymous if they prefer, but we strongly suggest that the person gives his/her name so that we can fully investigate the complaint and send a written response. Mind will respect the confidentiality of both the person making the complaint and any person complained about, subject to the provisions of Middlesbrough and Stockton Mind's Confidentiality Policy. However, if a complaint is to be properly investigated and action taken as a result of the complaint, it may not always be possible to maintain confidentiality. The permission of the person making the complaint will be sought for this but when the welfare of the person making the complaint or other people is seriously at risk it may be necessary to breach confidentiality even if that permission is withheld.
H. The outcome of all formal complaints and investigations will be reported in confidence to the Board of Trustees and in writing (unless otherwise requested) to the person making the complaint. 
I. Middlesbrough and Stockton Mind will make efforts to ensure that every user of its services is aware that this procedure exists. The procedure will be described in a complaints leaflet which will be made available to all users of Mind services. Copies of this full procedure will also be available on request at all Middlesbrough and Stockton Mind projects.

4.
Procedure
4.1
When to make a complaint
Middlesbrough and Stockton Mind believes that the best way to solve a problem is to talk with the person concerned as soon as possible. However, anyone who uses, or wishes to use, a Middlesbrough and Stockton Mind service, also has the right to make a formal complaint to us if they are not happy with 

· a Middlesbrough and Stockton Mind service, or lack of service, or

· the attitude or action of a Middlesbrough and Stockton Mind trustee, staff member or volunteer.

We strongly request that complaints are made as soon as the problem occurs, to ensure all the relevant information can be easily retrieved, should an investigation be necessary. 

4.2
1st Stage – Informal Complaint

An informal complaint is a complaint made verbally, where the person making the complaint is bringing a matter to our attention but not wanting to make a formal complaint. Informal complaints should be made to the Senior Worker in any service or any Service Manager. The person to whom the complaint is made will then investigate the complaint and will feedback to the person making the complaint verbally, either face-to-face or over the telephone, unless the person making the complaint has specifically requested a written response. This will usually happen within seven days of receiving the informal complaint. 
Middlesbrough and Stockton Mind will keep a record of all informal complaints and their outcomes, in order to help us improve our services. 

3.
2nd Stage – Formal Complaint

If the person making the complaint prefers, he/she can make a formal complaint. A formal complaint should be made in writing - by email, letter or on a Middlesbrough and Stockton Mind complaints form (available from any Middlesbrough and Stockton Mind project). A formal complaint should contain enough information for a thorough investigation to take place, including:
· when and where incident took place 
· who was involved

· and what actually happened (or did not happen) which made the person making the complaint feel he/she ought to complain.

Suggestions for resolution or improvement are also very valuable.

A complaint should be sent in an envelope marked private and confidential to the Senior Management Team Complaints Officer at Middlesbrough and Stockton Mind, or emailed to info@middlesbroughandstocktonmind.org.uk . 
If the complaint is about a member of the Senior Management Team, including the Chief Executive, it should be sent, again marked private and confidential, to the Chair of the Board of Trustees, at Middlesbrough and Stockton Mind.

The Complaints Officer will carry out an investigation, or, where appropriate, appoint someone else to do so. If the complaint is about the Chief Executive, the Complaints Officer who undertakes the investigation will not be a paid employee. The outcome of the investigation will be reported back to the person making the complaint in writing within three weeks. 

If the person making the complaint is unhappy with the results of this, he/she can then ask for the complaint to be referred to the 3rd Stage - Appeal. 
Middlesbrough and Stockton Mind will keep a record of all formal complaints and their outcomes, in order to help us improve our services. 

4.
3rd Stage – Appeal

If the person making the complaint is unhappy with the result of his/her complaint, he/she can appeal to the Chief Executive of Middlesbrough and Stockton Mind.

If the Chief Executive undertook the 2nd stage investigation, the person making the complaint can appeal to a panel of trustees. The panel members will usually all be Trustees, but the Trustees may include a person independent of Middlesbrough and Stockton Mind if appropriate (for example, if the complaint is against a Trustee). 
At appeal, the Chief Executive or the panel will re-consider the complaint and may meet with both the person making the complaint and the person(s) against whom the complaint has been made. The person making the complaint will be informed of the outcome of the appeal in writing within 28 days of receiving the request for appeal, although this may take longer in complicated cases. The Chief Executive’s or panel’s decision will be final.
Middlesbrough and Stockton Mind will keep a record of all appeals and their outcomes, in order to help us improve our services. 

5.
Unsubstantiated complaints

There may be occasions in which Middlesbrough and Stockton Mind is not able to substantiate genuine complaints. Although the level of proof may affect the ability of Middlesbrough and Stockton Mind to take action, it will not prevent the organisation from taking appropriate steps to improve services as appropriate and prevent further issues leading to complaint. 
6.
Advocacy
An advocate is someone who is independent and can speak or act on behalf of someone else or help a person say what he/she wants or feels. An advocate would be able to help someone make a complaint if he/she wanted them to. Middlesbrough and Stockton Mind will provide information about independent advocacy services in Middlesbrough or Stockton, on request. 
7. Policy review

This policy will be reviewed every 2 years by the Board of Trustees. 
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