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Policy Statement

WHISC strives to improve the services delivered to the public at both the ‘Drop In’ Centre and at the various outreach locations across the City. Whilst we take every care to ensure the services we provide are high quality, we understand that there may be occasions where members of the public are not happy with the services they have received. We want to give people the opportunity to raise complaints or concerns about any of  WHISC’s services or staff  in a safe, impartial and prompt manner. 
What This Policy Covers

This policy only covers complaints about staff, volunteers or services provided by WHISC, not  complaints about external services provided on WHISC premises. Complaints may be made about a specific member of staff or a volunteer (or a group of staff or volunteers), about a specific project or about WHISC generally. All complaints will be dealt with promptly in accordance with the procedures set out below. 

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

When Should You Make a Complaint? 

You are entitled to complain when the service you have received from WHISC has failed to meet your expectations. We strongly recommend that complaints are made as soon as the problem occurs, whilst the facts are still fresh in your mind (and in any case not later than three months from the time of incident) to ensure all the relevant information can be easily retrieved, should an investigation be necessary.  You can make an informal or formal complaint ; both types of complaint will be taken seriously and will be looked at thoroughly.
How Can You Make an Informal Complaint?

You can make an informal complaint by telephoning WHISC or by speaking to a member of staff in person. The person you speak to will write down your concerns on a complaints record form so that it can be kept on file; this helps us to build a picture of any regular issues which service users have concerns about.  Where possible, we will try to resolve the situation for you. We do not provide written responses to informal complaints.
How Can You Make a Formal Complaint?

There are two ways you can make a formal complaint to WHISC. 

a) Verbally: complaints may be made via telephone or in person. The person you speak to at WHISC (usually the Manager) will write down what you say on a complaints record form so it can be kept on file. We encourage you to also make the complaint in writing so that we have a full and exact record of your point of view.

b)In Writing: It is important that a written complaint, like a verbal one, contains enough information for a thorough investigation to take place. The written complaint should include details of  when and where the incident took place, who was involved, and what actually happened. Suggestions for resolution or improvement are also very valuable. You may wish to use WHISC’s complaints form (enclosed ), or you may prefer to write a letter explaining your concerns. Written complaints should be sealed in an envelope marked PRIVATE AND CONFIDENTIAL and addressed ‘For the Attention of The Board of Trustees’. 

Advocates

However you chose to complain, we will treat your comments with respect and will do everything we can to resolve the issue to the satisfaction of all parties. If you prefer you can arrange for your own advocate (for example, your partner or other agency worker) to make the complaint on your behalf. If someone else writes a complaint on your behalf, you will be required  to sign the document to confirm that the contents are accurate and true. 

Anonymity and Confidentiality

You may remain anonymous if you prefer, but we strongly suggest that you do give us your name so that we can fully investigate the complaint and send you a written response. Be assured that if you do give us your name, all information will be kept fully confidential and only be shown to the relevant people involved in assessing the complaint. Future support from WHISC will not be compromised by making a complaint. 
Who Should You Complain to?

You should normally make informal complaints to the Manager, unless that is the person you are complaining about, in which case you should ask for a Trustee to contact you. The Manager (or Trustee) will talk to you about the complaint and where possible, will try to resolve the situation for you.  Formal complaints should be marked for the attention of the Board of Trustees. The Board will delegate authority to the Centre Manager and an individual Trustee, for investigation.  The investigation team will  then asses your complaint and you will be contacted in writing with a response within 14 days of WHISC’s receipt of your complaint.
If you are Unhappy with Our Response
If you are not satisfied with our response you may appeal and the case will be arbitrated by two members of the Board of Trustees who have no previous connection to the original complaint. This means that we will internally assess whether the complaint was dealt with in line with this policy and treated fairly. You will be informed in writing, within seven days, of the outcome of this stage. Any decision made here will be final. 

If You Are Still Not Satisfied with WHISC’s Response

If you are still unsatisfied with the response WHISC offers, you may contact the Charity Commission, our regulatory body, for further advice.  Visit www.charity-commission.gov.uk or telephone the enquiries line on 0870 333 0123. 

How Complaints will be Recorded and Used for Future Reference

Copies of all complaints, both formal and informal, will be logged in the Complaints File in WHISC’s Main Office.  The log will be reviewed regulalry by the Board of Trustees to assess the nature and extent of complaints made, how they were resolved, and to act accordingly to help prevent incidents recurring in the future. 

Malicious, Vexatious or Discriminatory Complaints

Whilst WHISC endeavours to accept all complaints in good faith, it takes malicious or vexatious complaints, or those made on the basis of discrimination, very seriously. Unfortunately, it is evident that on rare occasions individuals inappropriately utilise fair procedures for dishonest motives. In order to protect its staff and volunteers WHISC will investigate all complaints in such a way as to expose such malicious incidents. This is without prejudice to genuine complainants. 

WHISC   Office Record of  Complaint

	Date Received
	

	Taken By
	

	Name of complainant
	

	Address if known


	

	Formal or Informal
	

	Nature of complaint
	

	Response & Action 
	


Signed ( staff  member ) ……………………………………………….

Date ……………………………………..

WHISC : Complaint Form

If you are not happy with the service provided by WHISC, please complete this form and send it to WHISC, 120 Bold Street., Liverpool L1 4JA. Please mark the envelope Private & Confidential and for the attention of the Centre Manager.

	Your Name

	

	Your Address

	

	Your Contact Phone Number(s)
	

	Do you want to make a formal complaint or an informal complaint ?
	

	Please tell us when the incident happened ?
	

	Please tell us where the incident happened?
	

	Please give details of any witnesses to the incident.
	

	Please use this space to give a full account of what you wish to complain about.
	

	What can WHISC do to improve services ?
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