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POLICY AT A GLANCE
[bookmark: _GoBack]This is a summary of the Policy for the Trust’s approach to Complaints about the services we provide. v 3.1 9th October 2024
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	The Complaints Policy sets out the Trust’s approach to complaints; how we manage, respond to and learn from complaints about our services.  Its purpose is to provide guidance to staff, information to people that use our service, and to ensure governance and compliance with all requirements.

	The 5 key principles that underpin the policy are:
We are Service User Led and Outcome Focussed
Our approach is Fair and Accountable
We communicate and respond in a timely manner
Our Staff feel Supported
We have a Just and Fair Learning Culture
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	Principles
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Definition of a Complaint
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	A complaint is an expression of dissatisfaction about any matter reasonably connected with services supplied by this Trust.   Complainants will generally be existing or former patients of the Trust’s services, or people who are directly affected by the Trust’s actions and decisions in relation to a patient’s care, such as the family or carer of a patient.

	This policy and procedure is intended for use by all those employed by and working on behalf of (e.g. agency, bank, contractors etc.) the Trust. It applies to all sites to ensure that all staff are aware of and can apply best practice when dealing with complaints.
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	Scope
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	Complaints will be handled in the strictest confidence, and should be kept separately from patient /resident medical records.
There must be no detrimental impact on the care provided to a person as a result of a complaint being raised by them or on their behalf.  

	The Trust welcomes and encourages feedback from service users/residents, carers and their families and members of the public.
Complaints and concerns can be raised directly to the service the complaint is about, or to the PALS and Complaints Team by email, telephone, letter or website submission. There are Advocacy Services available to those who require assistance with raising a complaint. 
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	Making a Complaint
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	Learning 
Lessons
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	The Trust is committed to promoting a just and learning culture that is open and accountable when mistakes occur. 
Every member of staff has a responsibility to promote a ‘learning from complaints’ culture, so that we take opportunities to learn from complaints rather than seeking to assign blame. 
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	STAFF RESPONSIBILITY


	
	Staff are expected to

	
	
	Familiarise themselves with the content of the complaints policy and procedure, and work within the standards and guidelines

	
	
	Take responsibility for responding to a concern/complaint made directly to them by ensuring they listen to the complainant and take the appropriate action in line with the complaints procedure

	
	
	Review their practice as a result of any complaint raised or received and ensure that service users/residents, their relatives and carers are not treated differently as a result of raising a concern/complaint followed

	
	All Directors of the Trust are expected to

	
	
	Ensure the implementation of this policy and associated procedures within their area of responsibility 

	
	
	Ensure that all complaints are managed in accordance with the policy and procedure 

	
	
	Ensure agreed timeframes and assurances are met
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