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MIND IN HARROW

COMMENTS, COMPLIMENTS AND COMPLAINTS

COMPLAINTS POLICY & PROCEDURE

INTRODUCTION

Mind in Harrow is committed to the principles of Diversity, Choice, Empowerment and Quality, and in training and supporting all staff, volunteers and trustees to fully implement these principles.

At Mind in Harrow we welcome comments and compliments on our services from all those who use them and from carers. We also recognize that from time to time things may go wrong and we welcome expressions of concern or complaints so that we can rectify any difficulties and prevent the same problem happening again.

The following explains our procedures for this. 

Comments and Compliments

Please address you comments on a service or compliment on an event, a staff member or volunteer to the person concerned and, if you would like, to their manager or the Chief Executive.  We are delighted if you want to give us feedback. 

Complaints

You have a right to register a complaint either about the behaviour of individuals within the organisation (staff, Board of Directors, or members) or about decisions made by anyone in the organisation.

PRINCIPLES

· Confidentiality

Wherever possible, the confidentiality of all persons involved in a complaint will be respected.  However, it should be noted that some complaints cannot be investigated without the discussion of personal information.  Where this is the case you will be advised and allowed to decide whether or not you wish to continue with you complaint.

· Independent Investigation

The investigation of a complaint should be carried out by someone who has not been involved in the matter. Furthermore, if possible, each stage of the procedure should be carried out by different personnel.

· Supporters

Both the person making a complaint and the person(s) about whom the complaint is being made, may be accompanied or represented by a supporter or advocate at any or all stages of the investigation.

PROCEDURE

Stage 1 – Informal Discussion

Most complaints will be dealt with at this stage.  You will be encouraged to meet with the person(s) you have a complaint against and to talk through the issue with them.  

This stage may be by-passed if:

(a)  you feel unable to talk with the person(s) you have a complaint against or

(b)  the person(s) you have a complaint against refuse to meet with you.

Stage 2 – Investigation of Complaint

Your complaint should be registered in writing with the Chief Executive, Mind in Harrow.  If your complaint is about the Chief Executive, you may register your complaint with the Chair of the Board of Directors instead.  

The Chief Executive (or Chair of the Board of Directors) will take responsibility for investigating the complaint. They will conclude the investigation within a reasonable period and, if appropriate, recommend a course of action. You will receive a written reply detailing this.

Stage 3 – Appeal to Board of Directors

If you are not satisfied with the outcome of the investigation, you may make an appeal in writing within 10 working days of receiving the written decision made at Stage 2.  You should state why you are not happy with the outcome.  The Board of Directors will then appoint a panel of 2 members to investigate the complaint.  Such members should have had no prior involvement with the complaint in question.  This panel will talk with the person who carried out the initial investigation and may again interview you and the person(s) you have complained about.  

The panel will complete the investigation within a reasonable period of receipt of your appeal.  They will put their findings in writing and copies will be sent to you, the person(s) complained about, the person who initially investigated the complaint and the Chair of the Board of Directors.  The report may recommend a course of action to be followed.  

The decision of the Appeal Panel will be final and binding on all parties.
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