[image: image1.jpg]East Midlands

Getting voices heard,
shaping change





Customer Care & Complaints Policy
How to Complain
This sheet tells you how to make a complaint and the procedure we will follow when dealing with your complaint.

One East Midlands is committed to providing a good standard of services to members and other agencies/organisations that use our services. Despite our best efforts and intentions things can go wrong, and our complaints procedure is there for when you feel we have not achieved the high standard we are committed to. We welcome complaints as a way of putting things right and enabling us to improve our services.

What is a complaint?

A complaint is a report to One East Midlands about poor service from us.  It may include:

*Unhelpful behaviour or unfair treatment by staff

*Delays or failures to provide a service

*Poor quality of service provided

*Dissatisfaction with policies and procedures

Who can complain?

Our complaints procedure is open to everyone who receives or requests a service from One East Midlands. 

How do I complain?

We would prefer you to put your complaint in writing, as this helps us to collect relevant information to deal with your complaint quickly and effectively.  To make this easier we have a Complaints Form that is attached to this leaflet, available from our office or on our website.  

You can also submit your complaint in person at the office or over the telephone.  If you complain in person or by telephone a complaints form will be completed on your behalf and you will be given or sent a copy.

What happens next?

There are three stages for dealing with complaints at One East Midlands.

Stage 1 – Making an ‘informal complaint’
Either you or someone acting on your behalf should make your complaint in writing, in person or over the telephone. You can ring or call into One East Midlands’ offices to complete a Complaints Form and discuss your complaint. All complaints, no matter what stage, are recorded and monitored by the Board of Trustees of One East Midlands. 

Informal complaints will be investigated by One EM staff and a written response will be provided within 10 days of receipt. We will aim to resolve all complaints at the earliest opportunity. If you have made an informal complaint and you are unhappy with the outcome, you may choose to proceed to the next stage.

Stage 2 – Making a ‘formal complaint’

All complaints at this stage should be made in writing to the Chief Executive. If the complaint is about the Chief Executive, the complaint should be addressed to the Chair of the Board of Trustees. 

The Chief Executive (or Chair) will contact you within 10 working days to talk to you about what happened and why and also to discuss what you think should happen next. They will investigate the complaint fully and write to you within 10 working days after their initial discussion with you. 

However, if you are not satisfied with the outcome of the formal complaint investigation, you have the right to appeal.

Stage 3 – Your right to appeal
If you are not satisfied with the outcome of Stage 2 then you should ask for your complaint to be investigated by the One East Midlands Board of Trustees. An Appeal Panel of at least 3 Trustees will be organised and will investigate your case.  

You will receive a written response within 10 working days of receiving your request to proceed to stage 3. The decision of the appeal panel is final and no further appeal is possible.

The Chief Executive (or Chair) will keep the Board of Trustees informed of the number and nature of complaints, and the outcomes. S/he will report to the Board on this at least annually.

If you have a complaint, contact:

The Chief Executive (or Chair)

One East Midlands

Nottingham Voluntary Action Centre

7 Mansfield Road

Nottingham 

NG1 3FB

Tel: 0115 934 8471

Email: office@one-em.org.uk
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