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     Complaints Procedure
1. INTRODUCTION

As a caring organisation providing services to the Rett Community and a range of other people and organisations, it is imperative that all our customers receive relevant and good quality services, delivered in a friendly, efficient and helpful way. Rett UK has provided such services for over 25 years and continues to want to identify and deliver improvements to effectively support the wide range of customers it works with, in line with customer requirements.

‘Customers’ encompasses a wide range of individuals and organisations, including families and their dependants, organisations, partners, funders, staff, office and project volunteers, trustees, potential families and members of the general public.

We regularly receive verbal and written ‘compliments’ from a range of different customers and let our staff and volunteers know about your positive feedback. 
However there may be circumstances in which a ‘customer’ may want to let us know about their ideas for improving services, highlight issues that they are worried about or complain about the service they have received or feel they should be receiving, for example. All our ‘customers’ have the right to raise concerns or make a complaint.  This procedure explains how we use both compliments and complaints to deliver customer requirements, resolve issues and use the information to identify and implement new improved ways of working.

2. COMPLAINTS/CONCERNS PROCEDURE

The Complaints / Concerns Procedure aims to:

· address complaints/concerns about services being provided/should be being provided thoroughly and sensitively;

· enable people to resolve matters at any stage of the procedure;

· enable us to learn from the situation and implement changes to improve services and ensure that the problem does not reoccur.

STAGE 1 INFORMAL COMPLAINT

You can either: For external customers: Contact the Luton office by phone or email and raise an informal verbal complaint/concern with a member of staff. 

For internal customers: Staff and volunteers contact the Executive Director, trustees contact the Chair of Trustees

· The person dealing with your complaint/concern will log the details and try to resolved the situation to your satisfaction.

· If the concern/complaint is resolved this will also be logged and no further action will be taken at this point. 

Or: you can raise an informal concern/complaint in writing/electronically, clearly showing that this is an Informal Complaint.

· When we receive this we will log the information and acknowledge your concern/complaint within 3 working days. 

· We will then investigate the concern/complaint and ensure that you have our response within a maximum of 14 days. 

· If you are satisfied with our response, please let us know in writing, telephone or by email the office, and we will log your response and no further action will be taken at this point.

Whether your informal concern/complaint was in writing or electronically, if you are not satisfied with our initial response, you may send a formal complaint in writing to the Executive Director of the organisation within 14 days of receiving our Stage 1 response.

STAGE 2 FORMAL COMPLAINT

Stage 2 of the procedure is used where customers are not satisfied with the outcomes of their stage 1 informal complaint or where the ‘customer’ feels that the situation requires a formal process from the outset. In general we feel that a face to face/telephone discussion is the most effective way to resolve the complaint, but we can send you our response in writing if you would prefer.

· When we receive your written/telephone complaint we will log the information and acknowledge your concern/complaint within 3 working days. 

· We will then investigate/reinvestigate the concern/complaint and either arrange for the Executive Director, in writing or on the phone, to resolve the situation. If you would prefer we can send you our response within 14 days. 

· If you are satisfied with our response, please let us know in writing or and we will log your response and no further action will be taken at this point.

· Should the complaint be about the conduct of the Executive Director, this stage will be managed by one of the Trustees. Should the complaint be about the conduct of a trustee, this stage will be managed by the Chair of the Trustees.

If you are not satisfied with the outcome of stage 2 of this procedure, you may appeal to the Chair of the Trustees within 14 days of receiving the written/verbal reply and the complaint will be taken forward to stage 3: 

STAGE 3 FINAL DECISION

The Management Committee will meet within 28 days following the receipt of the appeal letter.  You will be informed of the outcome, in writing, within 14 days of their decision. The decision of the Management Committee will be the final stage of the Complaints Procedure.
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