Cross Gates & District Good Neighbours’ Scheme CIO
Working with and for older people

Compliments & Complaints Procedure
1. General Principles

Cross Gates & District Good Neighbours’ Scheme CIO (CDGNS) is committed to providing a service that is sensitive and responsive to our service users. To achieve this, it is important for us to have an understanding of when we are doing well and when we are not doing so well. One of the ways we can do this is through our Compliments & Complaints Procedure.

2. Compliments, Comments and Suggestions
We ask anyone who feels that we have done something well or who is particularly happy with any part of the service we provide to tell us. Positive feedback lets us know how we are doing. Comments and suggestions encourage discussion and new ideas, helping us to develop our services and plan for the future.

Service users can let us know by:

· Completing our Compliments & Complaints Form.
· Speaking with staff or volunteers.
· Providing feedback in meetings.
· Writing a letter.
· Putting ideas in the Suggestions Box at our Office.
3. Complaints
A complaint is an expression of dissatisfaction, however made. An individual using our services might feel that they have not been listened to, or have not been given a choice in what they wanted, or have been dealt with in an unfair way.

CDGNS believes that service user satisfaction is paramount to its activities and that resolving complaints can only lead to a better service for our users and a better understanding from Trustees, staff and volunteers. We promise to deal with all complaints discreetly; within set time limits (see below); fairly and equally; and courteously.
4. Complaints Procedure
Most complaints can be dealt with very quickly at the time. If an issue does come up, the service user should speak to a member of staff and it can usually be resolved happily there and then. Alternatively they can telephone our office on 0113 260 6565 (or a friend or advocate can do this on their behalf) and speak to a member of staff, who will address the complaint and if necessary will arrange an appointment to discuss their concerns. Anyone wishing to follow up a complaint in this way should complete our Compliments & Complaints Form and submit it to our office.
On receiving a complaint, CDGNS will:

· Acknowledge receipt of the complaint, in writing within one working week, and explain how we intend to investigate the complaint.
· Complete a Compliments & Complaints Form (if one has not already been submitted) so as to keep a record of the complaint. This will also help to clarify the nature of the complaint and what the service user would like to happen as a result of their complaint.
· Investigate the complaint, attempt to resolve it, and inform the service user of the outcome.
If the service user is not happy with CDGNS’s response, they can:

· Ask that the complaint be discussed at the next meeting of the CDGNS Management Committee. This request will, in normal circumstances, be acknowledged by the Manager or Chair within seven days, and the service user will be informed on what date the complaint will be discussed.
· The service user will be informed of the Management Committee’s decision within seven days of the Management Committee meeting.
· The decision of the Management Committee will be final.
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