[bookmark: _Hlk22904514]Customer Complaints Policy

[bookmark: _Hlk22898407]1.1	Care & Repair Cymru is committed to providing an effective and professional service. It 	recognises the importance of finding out the views of its customers e.g. Care & Repair 	Agencies or other organisations that are recipients of Care & Repair Cymru’s service. 	It views complaints as an opportunity to learn and improve for the future, as well as a 	chance to put things right for the person (or organisation) that has made the complaint.

1.2	There may be occasions when an individual customer may want to complain about 	Care & Repair Cymru.  The following sets out Care & Repair Cymru’s policy and 	procedure should customers have reason to complain about the service.

2.0	Scope

2.1	This procedure is designed to provide a means to resolve any dispute which may arise 	between someone wishing to make a complaint and Care & Repair Cymru.  It does not 	address complaints made by staff and volunteers (dealt with through grievance 	procedures), nor job applicants (recruitment procedures).

3.0	Confidentiality 

3.1	It is essential that confidentiality is observed throughout this process if both the 	complainant and the Care &  Repair Cymru service complained of are to fully co-	operate and have confidence in the process.  

4.0	Responsibility

4.1	Overall responsibility for this policy and its implementation lies with the Board of 	Trustees of Care & Repair Cymru.  On a day to day basis, the Corporate Services 	Manager will 	be responsible for the investigation and resolution of any concerns or 	complaints received.  
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5.1	The following procedure should be adopted:
	
	Where the complaint is made against the Chief Executive the same procedure will be 	followed, with the Chair of the Board of Trustees substituting for the Chief Executive’s 	role at all stages.

a) Stage 1 – Making the Complaint 

	The complaint should be received by the completion of a complaints form or by a 	request to make a verbal complaint.  The person making the complaint will then be 	invited to speak to the Corporate Services Manager, to discuss the complaint.  This can 	be done in person, by phone or in writing, whichever is appropriate.  (Where possible, 	this should be done within 5 working days of the problem arising).

	Written complaints may be sent to Corporate Services Manager, Care & Repair Cymru, 	Mariners House, East Moors Road, Cardiff, CF24 5TD or by e-mail at 	heather.dungey@careandrepair.org.uk.   

	Verbal complaints may be made to the Corporate Services Manager by phone to 02920 	107580. 

	Complaints can be made in Welsh or English.  

	When writing to us please tell us 	your address and phone number in order for us to 	reply to you.

	Receipt of written complaints will be acknowledged within 2 working days.

b) Stage 2 - Informal Resolution

	This stage offers the opportunity for informal engagement to seek to resolve complaints 	either at the time the concern arises or very shortly thereafter. The informal resolution 	stage should be done as quickly as possible and certainly take no longer than 10 	working days. 

c) Stage 3 - Formal Internal Investigation  

	Complaints will initially be investigated by the Corporate Services Manager or Chief 	Executive (depending on the nature of the complaint) with assistance from relevant 	staff. 

	Having formally received a complaint an acknowledgement should be sent by the 	Corporate Services Manager or Chief Executive as soon as is possible, but within a 	maximum of 5 working days.  

	The Corporate Services Manager should record the details of the complaint on the 	complaints control sheet.   

	Ideally complainants should receive a definitive reply within 10 working days. If this is 	not possible because for example, an investigation has not been fully completed, a 	progress report should be sent with an indication of when a full reply will be given. 
	 
	Whether the complaint is justified or not, the reply to the complainant should describe 	the action taken to investigate the complaint, the conclusions from the investigation, and 	any action taken as a result of the complaint. 

d) Stage 4 – Board of Trustees

	If the complainant feels that the problem has not been satisfactorily resolved they can 	request that the complaint is reviewed by the Trustees of Care & Repair Cymru.  
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	At this stage, the complaint will be passed to the Chair of the Trustees.  
 
	The request for Trustees’ level review should be acknowledged within 5 working days 	of receiving it. The acknowledgement should say who will deal with the case and when 	the complainant can expect a reply. 
 
	The Chair of the Trustees will review the investigation and any action taken by C&RC 	as a result of the complaint and will determine whether the process was followed and if 	the response has been fair and appropriate.  
 
	The decision taken at this stage is final.


6.0	Stage 4 - External Review

6.1	Even in cases where an investigation upholds the complaint and offers remedy / 	redress, it may be that the complainant remains dissatisfied for some reason. 	Therefore, in all cases, the complainant should be informed that if they remain 	dissatisfied then they have the right to seek an independent external consideration of 	their complaint. 
 
	The complainant should be advised that they can complain to the Charity Commission 	at any stage. Information about the kind of complaints the Commission can involve itself 	in can be found on their website at: 	https://www.gov.uk/government/publications/complaints-about-charities. 
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[bookmark: Form]COMPLAINT MONITORING FORM
Care & Repair Cymru respects your privacy and will make sure that it protects your personal information. Any personal details that you give us on this form or as part of your complaint will only be used by us to:
· Help resolve your concerns
· Check whether our complaint procedures are accessible to every member of the community
· Help to improve our service
Please PRINT your contact details below:
	Name:
	

	Address:
	

	Telephone Number:
	

	Email:
	


Please describe the cause of your complaint.  If possible please include any dates or names that are relevant.  
 (Please use extra paper if necessary and attach to this form)
	Your complaint:

	What do you think we should do to resolve this problem?


---------------------------------------------------------------------------------------------------------------
For Office Use Only
	Received by:
	

	Date:
	



	Ref Number:
	

	Action Taken:


	Action feedback to complainant:


	Method of feedback:
	Email
	
	Letter
	
	Telephone
	

	Fed back by:
	



	Complaint Resolved (enter date):
	

	If unresolved passed to C&RC Board of Trustees (enter date):
	



	Further Action:


	Action feedback to complainant:


	Method of feedback:
	Email
	
	Letter
	
	Telephone
	

	Fed back by:
	

	Complaint resolved (enter date):
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