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1. Introduction 
1.1
This policy outlines Pathways to Independence UK (PTIUK) complaints, comments and compliments procedure. 

1.2
PTIUK listens to all complaints, comments and compliments in order to adapt and take steps to improve our service.  We are a listening and learning organisation committed to continuous improvement.
1.3
This policy covers complaints and compliments from everyone including residents, young people, landlords, neighbours and our Local Authority partners for instance. 

1.4
All staff are responsible for ensuring that all complaints and compliments are taken seriously. Good note taking is a requirement of this policy and of staff practice.  Recording information involves regulation under the General Data Protection Regulations 2018 – see Confidentiality and Data Protection Policy.
1.5
When the complaint takes the form of an allegation this will be addressed via safeguarding procedures and/or relevant grievance and disciplinary procedures, and not this policy – see Safeguarding Policies and PTIUK's Disciplinary and Grievances Policy and procedures for further guidance. 
1.6
Ensuring that information about complaints, compliments and related information is accessible to residents may mean ensuring our young people can access an interpreter for important conversations (e.g. when receiving a complaint) and getting documents and letters translated or in residents first language or language of choice, where required. This accessibility requirement relates to all aspects of this policy and of staff practice. 
2.
Definitions 
2.1
Complaint – It is a dissatisfaction with our service, which calls for a response. It is ordinarily formal and logged using a complaints form or formal written statement for instance. 
2.2
Compliment  - It is positive feedback about our service. 
2.3
Comment – It is a remark that is relevant to service improvement and delivery. 
3.
Responsibilities 

3.1
It is the responsibility of all staff to:
· Take complaints seriously 
· Share comments and compliments with a manager 
· Follow policies and procedures and adopt our support approaches – see Support Policy 
· Listen to the person making the complaint using the TED method: Tell, Explain and Describe for example say: “can you tell me more about that”.

· Record complaints in writing and escalate to an appropriate manager 

· Explain what will happen next in that we will ordinarily respond within 10 working days

3.2
It is the responsibility of Project Workers and Team Leaders to:

· Ensure that young people always know how to complain, feedback and give compliments – see Support Policy and the Pathways Complaints Procedure document which is provided to young people when they move into PTIUK accommodation.
· Share information appropriately – see Data Protection Policy 
· Empower and encourage young people to share their, feelings views and wishes, to enable their voices to be heard with internal and external professionals as necessary 
3.3
It is the responsibility of Managers to:

· Take all complaints seriously and deal with them sensitivity
· Acknowledge receipt of complaints within 3 working days and log the complaint centrally 

· Verify complaints from third party sources (Social Services or neighbours for instance) 
· Keep in contact with the relevant persons throughout the process 

· Lead fair investigations basing decisions on available facts and without prejudice 

· Respond within a maximum of 10 working days with an explanation of any actions taken (apologies, remedial actions, learning from mistakes and training for staff for instance)
· Put any actions in place for staff learning and development including the management of poor performance 
3.4
It is the responsibility of the Registered Service Manager and Directors to:

· Give priority and importance to good complaint handling 
· Be accountable for complaint handling 
· Lead reviews of complaint responses completed by managers or about managers
· Anaylse complaints, compliments and feedback to improve Service delivery 
4.
Complaints procedure 
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5. 
Complaints procedure - young people 

5.1
Step 1 – “Trying to sort out the problem”
5.1.1
In the first instance, the young person is encouraged to talk with their Project Worker about the problem and work out solutions. It is hoped that in most cases the problem can be sorted out without formal action. 

5.1.2
Project Workers will need to use our support approaches, such as being solutions focused and trauma informed, to adjust support in response to the problem – see Support Policy.
5.1.3
This step may also involve a three-way meeting with the young person, Project Worker and their line manager along with support from their Social Worker or Personal Advisor for instance. 
5.2
Step 2 – “Making a formal complaint to PTIUK”

5.2.1
If the problem cannot be resolved by talking alone, or the young person is not happy with the outcome, then they can make a formal complaint by:

· speaking directly to a staff member (who MUST record a factual written statement)
· writing to us via email (young.person@ptiuk.org.uk), using the PTIUK online feedback form, by hand, a messaging platform or by post by using our complaints form or not
5.2.2
The complaint will be investigated procedurally. 
5.3
Step 3 – “Making a formal complaint to Social Services”

5.3.1
The young person may prefer to talk with their Social Worker or Personal Advisor in the first instance. Equally the young person may contact their Social Worker or Personal Advisor if they are not happy with the result of our internal investigation and response. PTIUK will cooperate fully with Social Services, and in implementing any recommendations, that result from their procedures.

5.3.2
PTIUK also provides information and support if required to so that a young person knows how to access different forms of advocacy services, including how to contact the Help at Hand service of the Children’s Commissioner set up to support young people in care and care leavers.

6.
Compliments and comments procedure 

6.1
Compliments are registered in the online Compliments Log on the PTIUK One Drive and shared with staff, their line manager and the Leadership Team either verbally or in writing. They are used to identify areas of good practice and staff are recognised for good practice. 
6.2
Comments are shared with staff, their line manager and the Leadership Team either verbally or in writing and are used to identify themes and areas for continuous improvement. 

6.3 
Compliments and comments are reviewed as part of the PTIUK Service Review every six months and are used to plan for service development. They can also be used as part of the staff performance procedure – see Performance Management Policy.
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