DAY-MER

COMMUNITY CENTRE

Former Library, Howard Road, London N16 8PU

COMPLAINTS PROCEDURE
This policy sets out the procedures Day-Mer will follow when it receives a complaint from users of the service, an organisation or member of the public. It does not address complaints made by staff or volunteers (dealt with through grievance and disciplinary procedures) nor job applicants (recruitment procedure).

This procedure is meant to provide a means to resolve a dispute between Day-Mer and any complainant. It requires staff and management committee members at every stage to resolve the complaint. Complaints are likely to be in one or more of the following areas:

· Dissatisfaction with our service, such as inadequate work, problems with casework, unacceptable delay or failure to deliver a service etc.

· Disputes between user and the organisation regarding policy, procedures or activities.

· Discourtesy or unhelpfulness on the part of staff.

The complaint should be received either via completion of a complaints form, in writing or by a request to make a verbal complaint.
The Management Committee is informed of all complaints for monitoring and quality assurance purposes and outcomes are reviewed annually.
The purpose of this policy is to lay out the procedure for clients and service users to follow when making a complaint 

STAGE 1

Ask to speak to the line manager of the person against whom the complaint is being made – usually the centre co-ordinator, or if the complaint is against the co-ordinator, to the chair. This can be done in person, in writing or by phone, whichever is more appropriate. The co-ordinator – or chair – will make a written record of your complaint, and attempt to resolve the matter to your satisfaction. 

If you are not satisfied, move to stage 2.
STAGE 2

Ask for a complaint form and put your complaint in writing to the co-ordinator – or the chair – providing as much detail as possible. If there is some reason why you cannot write, a meeting will be arranged the purpose of which will be to put the details of the complaint in writing, obtain your approval, and ask you to sign it. 

The co-ordinator – or chair – will then investigate the complaint and attempt to resolve it. You will receive a written response within ten working days. This will include details of the investigations that have been carried out, and what action, if any, is proposed to resolve the matter. 

If a letter is not appropriate, you will be offered an interview with the chair to be held within 10 working days. 

If you are not satisfied move to stage 3 of the complaints procedure.

STAGE 3

When the matter is not resolved by stage 2, the co-ordinator will immediately refer the matter to the management committee’s complaints panel, providing written details and any correspondence.

The complaints panel shall consist of the chair and two other committee members, one of whom will be the designated Complaints Officer and will ensure that deadlines are kept to and a central record of the complain is kept. The Complaints Officer will be responsible for convening the Panel and one other Management Committee member - in the absence of the Chair, the Vice Chair will becomes the convenor. 
You will be informed by the chair that this is being done and, where applicable, the staff member or volunteer against whom the complaint is being made will also be contacted for their account of the matter to be provided in written form.

If the complaint involves a matter of policy or procedure in Day-Mer, the co-ordinator, or any staff member responsible for implementing the policy will put in writing their account of the matter under investigation. 

The complaints panel will notify you of their deliberations and decision within 15 working days and inform any staff members or volunteers involved. The complaints panel’s decision will be final.

Management committee will be informed at the next meeting of the panel’s findings. 
Any complainants with complaints that potentially might lead to litigation or a claim against Day-Mer will be advised to seek other independent advice.
Alternatively, for complaints about immigration advice given by Day-Mer, you may contact:
The Office of the Immigration Services Commissioner
Complaints Team 5th Floor,
Counting House
53 Tooley Street
London
SE1 2QN

Telephone: 0845 000 0046
Fax: 020 7211 1553
OISC Complaint Forms are available in Day-Mer.
All Day-Mer Service users have a right to access the information held on them and staff are available to assist you with this. You may contact us through telephone and email as well as enquiring in person from Day-Mer staff to obtain access to this information.

COMPLAINT FORM










Ref No:




Date 






Does the complaint relate to? 


A member of staff




(

A volunteer





(

Another service user




(

A member of the management committee

(

A policy or procedure of Day-Mer


(


Did the incident take place? 


In Day-Mer Community Centre


(

At a Day-Mer event




(

During an outreach session



(

Other






(
Date on which the incident took place which gave rise to the complaint




Details of the complaint

Signed: 
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