XXXXXX Trust 
 Complaints Policy and Procedure
Clients who are unhappy with a service of the Trust can take action.  It is important that clients know what to expect from us and how they can make a complaint. This policy has been drawn up to ensure that personnel follow the same procedure. 
The Trust will ensure that the services clients:

· Have their privacy of personal details respected

· Are given clear information about the Trust’s services

· Are told of other places that can assist them

· Are advised how to question a decision or make a complaint

XXX Trust welcomes feedback from clients as this assists us to improve our service.
WHEN A COMPLAINT IS MADE WE WILL

· Deal with client’s complaints promptly 
· Clients will in the first instance be asked to discuss the issue with the staff member involved so that they know the client’s concerns

· If client’s feels that the complaint has not been addressed satisfactorily by the staff member they can request to speak to a Board member assigned as complaints officer 
· The Trustee will speak to the client and request that client’s write down the substance of their complaint, if a client is reluctant to furnish their complain in writing the Trustee is to take down details and these will be investigated by the Board
· Written complaints will be acknowledged with 5 working days of receipt by the Trustee, and all complaints will then within fifteen days be investigated by the Board.

· This investigation may include interviewing the staff member and the complainant  and obtaining statements from any other individual who may be involved in the matter

· Where individual staff members are under investigation they are encouraged to seek support and advice. The trustee assigned to the project is responsible for ensuring this option is discussed with the staff involved in the investigation

· Client’s will be advised of the outcome of this investigation

· If the complaint is proven, identified concerns will be followed up to prevent a recurrence of the situation

· Any matters which require discipline of the staff member will be dealt with in compliance with the relevant clauses in the staff members contract

· If at any stage it appears that the complaint is likely to result in legal action, the Board Chair is to be advised, who in turn will advise the whole Board , the Trust’s solicitors and if appropriate the Trust’s insurers

NOTE

· All complaints will be investigated thoroughly and in an unbiased way as soon as possible

· The complainant will be treated with courtesy and respect and in a professional way
· Complainants will be advised of the outcome of the investigation into the complaint and the reasons for any decisions made

· All complaints will be recorded on a central register, which shall be maintained by the Secretary to the Trust Board.

· The Chair of the Board will ensure that all the content of the register are regularly reported to the Board.

