Karimia Institute Complaints Policy


Complaints Policy 

Introduction

Karimia Institute is committed to providing the best possible services for everyone we work with. We also want to learn from our mistakes, and to continue to improve on what we do.  Our handling of complaints, forms an important part of this approach.  As part of our philosophy, Karimia Institute seeks to deal positively and decisively with issues of concern. Wherever possible, managers should aim to resolve complaints locally and informally, in discussion with the person making the complaint. This policy, and the supporting procedures, relate to those complaints that cannot be resolved in this manner. 

Who may use the Complaints Procedure?
Complaints may come from young people, volunteers, parents, contractors, residents, funders, agencies or other clients with whom we are working. 

This procedure may not be appropriate for use

· by staff where Karimia Institute’s internal “complaints” or whistle-blowing procedure would be more appropriate:

· where there are issues about possible harm or risk to a child, which would be more appropriately addressed by the Child Protection Policy.

· if there is an on-going police investigation related to the complaint.

· If there is a dispute over the terms of a contract or agreement between Karimia Institute and the complainant where the disputes procedure in the contract or agreement should be used

Responsibility for Implementing this Policy

Staff responsibilities for implementing the complaints policy are as follows:

	All Staff
	· receive complaints, treat them seriously and pass them onto the appropriate person for investigation



	Service senior staff
	· ensure the Complaints Procedure is prominently displayed at each service location

· keep copies of the pre-printed Complaints form on display

· ensure that all staff are aware of the procedure, including through induction training of new staff

· ensure that all stakeholders are aware of the procedure

· take action on minor complaints

· copy all correspondence relating to complaints to the service director, recording complaints also in a local log, or record

· pass on more serious complaints to the chief executive  

 

	Service head or Director
	· initiate an appropriate investigation into a complaint and  maintain contact with the complainant 

· notify senior management team members of any complaints and progress in resolving them 

· maintain records of complaints and report to chief executive on the volume of complaints and subsequent actions 

· refer Appeals to chief executive


	Chief executive
	· ensure complaints are properly managed and that follow up action is taken.

· review appeals where necessary.




When can a Complaint be made?

A complaint should normally be made within 4 weeks of the event being complained about. This will help make sure the events are still relatively clear in memories. Complaints outside this period will be investigated on a case by case basis as the increasing passage of time makes it less likely the complaint can be substantiated or resolved.

How should a Complaint be made?

Complaints should ideally be made in writing using the pre-printed forms provided, although they can also be made by telephone or by e-mail to the contact given on the form. Anonymous complaints will not normally be investigated to deter malicious complainants. However, in exceptional cases Karimia Institute may decide to investigate complaints made anonymously.

Karimia Institute will always maintain the confidentiality of a complainant’s identity unless he/she agrees to be identified.

Responding to a Complaint

Simple complaints will often be made verbally and can be sorted out by the service staff to the complainant’s satisfaction. If the complaint is more serious,  more complex or cannot be resolved locally the complaint should be forwarded to the service director for action. 

Dealing with Complaints

The procedure for dealing with a complaint is shown on the attached flow chart. Whether complaints are dealt with locally in a service or by the service director:

· All complaints should be initially acknowledged, in writing, within 5 working days by the person who receives the complaint. This is regardless of whether or not the complaint is made verbally or in writing. By writing a letter Karimia Institute is showing that it is concerned about the alleged complaint.

· Every effort should be made to resolve the issues raised, and notify  complainants in writing of the outcome, within 20 working days of the complaint being received.  Where it is not possible to resolve matters within this timescale, complainants should be kept informed of progress and the likely timescale for resolution.

· Where a complainant is not satisfied with the initial response, or where the complaint is of a more serious nature, complainants may be invited to a meeting where they can discuss their concern in more detail. Within 15 working days of any meeting a written response should be sent detailing what actions Karimia Institute will be taking as a result of the complaint. 

Copies of all correspondence sent and received regarding a complaint should be copied to the HR manager whether or not he/she is involved in investigating the allegation.

Appealing against a Formal Decision

Where a complainant is not satisfied with the local response to a complaint the matter should be referred to the Quality Manager. 

If, following an investigation initiated by the service head/director, the complainant is not satisfied with the response s/he may appeal in writing to the chief executive within 10 working days of receiving the response from Karimia Institute. The chief executive will review all the evidence and may invite the complainant to attend a meeting where their appeal can be fully heard.

S/he will aim to respond within 15 working days saying what, if any, actions will be taken.  A copy of this letter will be sent to the chair of the Trustees.

Monitoring Complaints

The service heads/directors will report regularly to the Senior Management Team meetings on complaints received, the status and outcomes of investigations. The report will not provide any details that breach confidentiality. It will, however, ensure both that complaints are being properly acted upon and that any emerging trends are identified.

Staff Training

Managers should ensure that all staff are aware of the complaints policy and procedure, their role in it, how complaints are to be recorded etc. New staff should be advised of the procedure as part  of their induction training.

Queries

Queries about the policy should be directed to Ajaz Hussain (HR manager)
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