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Home-Start Colchester
Procedure:
Complaints procedure
 

 

Objects of the complaints procedure
The Complaints Procedure enables families, volunteers and partners  being supported or working alongside Home-Start to make complaints about the service and to have their complaints considered.  

 

A complaint, in the context of the Procedure, means: 

‘the expression of dissatisfaction with the service provided and the wish to have that dissatisfaction recorded and/or considered for improvement of the service and for the removal of dissatisfaction’.

Home-Start Colchester aims to provide a high class service to all children, families and partners.  We work in partnership with the parents/carers to offer support to achieve the best outcomes for children.

Parents, carers, and children are entitled to expect prompt attention to their concerns and complaints.

We are continually looking to improve our service and welcome all feedback from parents, carers, and children as an opportunity to learn. From time to time parents/carers will be 

given a questionnaire to complete in order to monitor our Home-Start Colchester’s services.

This policy constitutes Home-Start Colchester’s complaints procedure and will be displayed on our website.
MAKING CONCERNS KNOWN

If you are dissatisfied with any aspect of Home-Start Colchester’s services or activity please talk the matter over with the Project Leader in the first instance. Hopefully this will lead to a mutually agreeable conclusion. You can also request a meeting with the scheme Manager.

Most problems should be resolved informally at this initial stage. If you are not satisfied with the outcome or if it is not appropriate to discuss your concern with the Project leader please talk to the manager, who will try to resolve the problem.

Making a complaint to Home-Start Colchester
If informal discussions of a problem have not produced a satisfactory resolution to the situation, you should put your complaint in detail and in writing to the manager Shelley Henderson using relevant names, dates, evidence and any other important information on the nature of the complaint should be included. 

The manager will acknowledge receipt of the complaint within seven working days and fully investigate the matter. Complaints can also be addressed to the chair Kellie Norris if this is preferred. If there is any delay, we will advise you of this and offer an explanation. The manager will send you a full and formal response within 15 working days of having received the complaint. The response will include an account of the findings and any actions taken as a result.
Copies of the response may be sent to persons involved in the complaint.

The manager will arrange a time to meet you and any other relevant individuals, such as members of staff, to discuss the complaint and our response to it. The manager will judge if it is best for all parties to meet together or if individual meetings are more appropriate. 

If at the end of this process you remain dissatisfied with the response you have received, the original complaint along with Home-Start Colchester’s response will be passed to the Trustee board, who will adjudicate the case. 

The Registered Person will communicate a detailed response, including any actions to be taken, to both you and the manager within 15 working days.

We trust that complaints are made constructively and we aim to resolve them at an early stage. In the best interests of parents, carers, children and staff, complaints will be taken seriously and dealt with fairly and confidentially.

 

 

 
Complaints procedure flow diagram
 

	Complaint letter or form received into scheme.
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	The manager will acknowledge receipt of the complaint within seven working days and fully investigate the matter. The manager will send you a full and formal response within 15 working days of having received the complaint
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	If complainant is satisfied - no further action needed
	 
	Complainant not satisfied - reply received


 

 









(
 

(
	Reply acknowledged, recorded and copy sent to chairperson
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	Investigators appointed - investigation commences
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	If complainant is satisfied - no further action needed
 
	 
	Report of investigation received and recorded - response to complainant recorded and sent
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	If complainant still dissatisfied - meeting of trustees called - final response sent after meeting


COMPLAINTS FORM

To be completed by the complainant.
 

	Home-Start Colchester
	Complaint No.:

	 

Name and Address of Complainant
	If the Complainant is acting on behalf of an adult member of a family please give the name and address of that person

	Name:
 
	Name:

	Address, including post code:
 

 

 

 
	Address, including post code:

	Telephone No.:
	Telephone No.:

	Details of complaint
 

 

 

(continue on a separate sheet if necessary)


 

 

Signed: ____________________________                  Date:_____________________     

 

 

When completed this form should be sent to:

 

Scheme Manager – Shelley Henderson

Home-Start Colchester

2 Thomas Court

East Street

Colchester

Essex CO1 2TR
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