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1. 
Introduction

1.1
This document contains a policy statement (Part One) and procedural guidance (Part Two).  The functions of each are set out briefly below.

1.2
Part One – Policy Statement.  The policy statement sets out the broad framework of principles within which the particular area of work will be carried out.  It sets out the organisation’s broad style and approach to the issue, including any aims and guiding principles.

1.3
Part Two – Procedural Guidance.  The procedural guidance sets out the details that staff will require to carry out their duties in this particular area of work.  It also sets out the specific tasks involved in undertaking this area of work and identifies who is responsible for carrying them out.

PART ONE – POLICY STATEMENT

2.
Aims and Principles
2.1
Eaves are committed to encouraging service users and stakeholders to come forward with any complaints and comments about the services delivered in order to make sure that quality is protected and service users’ needs are appropriately met.

2.2
Eaves also undertake to monitor all comments and complaints to ensure that they are used to improve the range and quality of service delivery on a continuous basis.  Eaves Board of Management will receive an annual report on complaints received and actions taken.

2.3
Eaves will also ensure that all service users and stakeholders have access to clear information on how to voice complaints and comments.  Service users in particular will be provided with the support they need in order to make their views known.  If English is not a service user’s first language, Eaves can arrange for an interpreter to assist in completing the complaint form.   
2.4 Complaints will be dealt with promptly and service users should be kept informed as to the progress of their complaint.  They should be asked if they are satisfied with the outcome at the end of the process, and referred on to their registered social landlord or the Housing Ombudsman if they are not.

2.5 Eaves will ensure that no service users/stakeholders are disadvantaged or treated less favourably as a result of complaining or making comments.
2.6
The procedure does NOT deal with:

· Anything that happened over a year ago, unless the service user/stakeholder has only recently become aware of the situation

· Everyday matters such as chasing repair requests, unless there has been excessive delay’s/problems 

· Complaints by one service user about another service user (refer to the ‘Tenant Disputes/Nuisance’ Policy and Procedures)

PART TWO – PROCEDURAL GUIDANCE ON COMPLAINTS & COMMENTS

3.
Dealing with Complaints and Comments from Service Users

3.1
 If a service user wishes to complain or make a comment about the services they are receiving or any other aspect of their experience whilst being supported by Eaves they can do this by speaking with a Refuge/Support Worker.

3.2
Should the service user not feel comfortable discussing the complaint with a Refuge/Support Worker for whatever reason, they can complain to a line manager.

3.3
Once a service user wishing to complain has approached the Refuge/Support Worker, they must first establish if the complaint or comment is a minor matter which can be rectified simply and without conflict.  In such cases, there may be no need to seek a written version of the complaint/comment.  This should be discussed and agreed with the service user making the complaint/comment.  Such cases are most likely to be situations where a service user is requesting a service rather than making a complaint.

3.4
In cases where the Refuge/Support Worker has been approached about a more serious issue that is a complaint and not a request for a service, the formal procedure will be activated.

4.
Formal Procedure

4.1
Stage One.  

4.2
All complaints should be recorded on a complaints form [Appendix 1].  Service users should be offered assistance in putting their complaint in writing.  No pressure should be exerted on the service user to do this on their own but they can be offered the opportunity to sit down together and record the complaint.  The service user giving the details and the worker recording these details and reading them back for confirmation before seeking the woman’s signature that what has been recorded is accurate.  A complaint can also be taken over the phone with a member of staff completing the complaint form providing sufficient information is provided to pursue the complaint.

4.3
Complaints at Stage one of the procedure should be directed to the Supported Housing Team/Refuge Manager (SHTM/RM) or in her absence the Assistant Chief Executive (Supported Housing).  In the event that the complaint is about a Supported Housing Team/Refuge Manager then the complaint should be sent to the Assistant Chief Executive (Supported Housing).

4.4
Written complaints should be acknowledged within 5 working days.  If the complaint is made on the complaints form [Appendix 1] it will be acknowledged by the Chief Executive, or delegated to the Assistant Chief Executive or Supported Housing Team/ Refuge Manager (SHTM/RM) (as appropriate and available) in their absence.  The Senior Manager is responsible for ensuring the timetable is adhered to, and that an investigation is carried out and a conclusion is reached. The acknowledgement letter should inform the service user that if she is not satisfied with the outcome of the investigation she should contact the Chief Executive.

4.5
A full response to the complaint should be sent to the service user within 10 working days from the date of the acknowledgement letter.  A member of staff should also offer the opportunity for the service user to discuss the outcome of the complaint in person and offer support.

4.6
In the event the investigation takes longer to resolve, prompt responses should still be made to any outstanding issues and the service user kept informed.

4.7
If the investigation reveals a problem with staff conduct, a recommendation should be made on how this will be rectified.  If formal disciplinary action is recommended, the Disciplinary Policy will be adhered to.

4.8
If the investigation reveals a problem with staff capability, a recommendation should be made on how this will be rectified.  If formal action is recommended, the Capability Policy will be adhered to.  

5.
Stage Two – Appeals to the Chief Executive
5.1
If a service user is not satisfied with the response from the manager investigating the complaint, they may make an appeal to the Chief Executive or in their absence the Assistant Chief Executive (Policy and Central Services).  The Chief Executive will only consider the appeal if the above stage of the Complaints Procedure has been followed.


5.2
Appeals to the Chief Executive must be made within 28 days of receiving

           the full reply provided in Stage one of the Complaints Procedure.  A response to an appeal should be sent to a service user within 10 working days from the date of the acknowledgement letter.  A member of staff should also offer the opportunity for the service user to discuss the outcome of the complaint in person and offer support.

External Complaints Procedure

6.
Stage Three - Appeals to the Landlord

6.1
A service user may wish to make a complaint to the landlord of the property in which they are living. The service user should contact the Housing Officer who will provide the contact name and address. Please note that if a service user complains directly to the landlord before alerting Eaves Housing for Women of their complaint, Eaves Housing for Women will still need to follow its own internal procedure for investigating complaints.

7.
Stage Four - Appeals to the Independent Housing Ombudsman

7.1
Service users may ask for the complaint to be independently examined by the Housing Ombudsman.  The Ombudsman will usually only consider complaints about poor service or failure to provide a service and will normally only investigate cases that have been through the Landlord's own internal complaints procedure.

8.
Dealing with Complaints and Comments from Stakeholders

8.1
Complaints and comments from stakeholders will follow the same steps outlined above except that these complaints should be addressed to the Chief Executive who may delegate them to another Senior Manger to address (stage one).

9.
     Staff Confidentiality:
9.1
Details of any action to remedy a complaint, which involves formal or informal action against a member of staff, should not be filed on the service user’s file.  Guidance on record keeping should be taken from the relevant Supervision, Capability and Disciplinary Policies.

9.2
In the event of informal or formal action against a member of staff, advice should be sought from the Chief Executive on the response to the service user/stakeholder.

10.
Monitoring Complaints and Comments and Using Feedback to Improve Services

10.1
Each time a formal complaint or comment is made in writing, it should be logged on the record sheet (Appendix One) by the member of staff who receives it and is dealing with it.  A copy of any correspondence should be sent to the Chief Executive for recording and monitoring purposes, and the original correspondence stored on the service user Housing and Support file when the matter is resolved.

10.2
If the investigation reveals a problem with policy, procedure or practice, this should be brought to the attention of the Chief Executive, and steps taken to remedy the situation as soon as reasonably practicable.  

10.3
A quarterly report should be presented to the Management Team by the Assistant Chief Executive (Supported Housing) providing details on the number and type of complaints received, outcome, timescale and any recommendations for appropriate changes to policy, procedures or practices.  

10.4
The Assistant Chief Executive (Supported Housing) will also present an annual report to the Board of Management and Service User Group.

10.5
The results of complaints will be analysed and used to inform Annual Business Planning particularly:

· Identifying and prioritising changes and improvements to existing services

· Identifying gaps in service provision

· Service Reviews

· Reviews of Policies and Procedures

Other Information

Addresses:

· Landlord: 

The name and address of your landlord will be located in your tenancy agreement. You may contact your housing officer for further details.

· Independent Housing Ombudsman:

Norman House

105-109 Strand

London

WC2R 0AA

Tel: 0207 836 3630

APPENDIX 1

Service User/Stakeholder Complaints Form

EAVES HOUSING FOR WOMEN

2nd Floor, Lincoln House, Kennington Park, 

1-3 Brixton Road, London SW9 6DE

Tel: 0207 935 2062

Please note that we treat all complaints in confidence. 

We cannot however deal with anonymous complaints.

Please provide the following information

Your Name:

Your Address:

Telephone Day:






Eve:

What do you think Eaves Housing for Women did wrong or failed to do?

EAVES HOUSING FOR WOMEN

2nd Floor, Lincoln House, Kennington Park, 

1-3 Brixton Road, London SW9 6DE

Tel: 0207 935 2062

If you have suffered harm, loss or inconvenience, please give details *(please continue on a separate sheet if necessary)

What do you think Eaves Housing for Women should do now?

Have you taken any action so far or complained to anybody else? If so please give details of who you spoke to and what happened

Signed:







Date:

Returning this form:

Stage one -
Please return this form to the 

Supported Housing Team Manager

Eaves Housing for Women, 2nd Floor, Lincoln House, Kennington Park, 1-3 Brixton Road, London SW9 6DE

Stage two -
Please return this form to the 

Chief Executive

Eaves Housing for Women, 2nd Floor, Lincoln House, Kennington Park, 1-3 Brixton Road, London SW9 6DE

If you have documents to support your complaints please send copies with this form.
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