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Leeds Mind Procedure 




Complaints 

Introduction

We aim to provide a high quality service for people with mental health problems and other people involved in the mental health field (such as workers and carers). We acknowledge that at times people may feel that they have not received this. We really do want to know how you believe that we can make our services better or if you are unhappy with the service you are receiving.  

We encourage and support service users and anyone else involved in the organisation to communicate openly and assertively and to follow the Conflict Resolution procedure to try to resolve the complaint at the least formal level.  Dealing with issues directly in this way maximises the likelihood of a positive outcome.

If any member of staff or manager receives a complaint either verbally or in writing, they should pass the complaint to the project manager, or if the complaint is about a project manager they should pass it to the relevant senior manager.  This person will arrange a meeting with the complainant to ensure that they are aware of Leeds Mind’s Conflict Resolution policies.  They will discuss the available Conflict Resolution options, which include one-to-one meetings, meetings with other senior manager(s) or with an external mediator and agree how they wish to proceed.  (i.e. whether they wish to sort things out at the project, or for the complaint to be dealt with more formally).  At this meeting, it will be made clear that this is not part of the Complaints Procedure, but precedes it.

We recognise that there are occasions where the initial stages of Conflict Resolution are not appropriate. We have written policies that provide parameters for appropriate behaviour and personal boundaries between those that use Leeds Mind services and those that work, paid or unpaid within them.  Behaviour that is prohibited on all occasions (as outlined in our Boundaries policy) would necessitate the use of the Complaints procedure in the first instance.  

However complaints are made, we are working to use complaints to help us improve our services.  The most satisfactory resolution for all concerned, is where the complainant’s relationship with an individual or project is repaired.

If a complaint has not been resolved to the satisfaction of the complainant, through the Conflict Resolution Procedure, the following procedure should be followed:
Stage 1
Submit a complaint in writing

1.
Using the Complaint Form (Form 1 attached), giving as much detail as possible.  The Personnel Officer can provide details of where help / support can be obtained with filling in the form or making a complaint, if necessary. 

2. The complaint should be submitted to the Personnel Officer, Leeds Mind, 82 Cardigan Road, Leeds, LS6 3BJ.  They will send you written acknowledgement of receipt of your complaint. 

3. The Personnel Officer will forward the complaint to the person who will be investigating your complaint.

· If the complaint is against a non-management employee, the project manager will investigate the complaint.  

· If the complaint is against a Project Manager, the relevant Senior Manager will investigate the complaint. 

· If the complaint is against a senior manager, the Chief Executive will investigate the complaint

· If your complaint is against the Chief Executive, or a Board of Trustees member the chair of the Personnel Sub-committee will investigate the complaint.

In order to resolve issues as efficiently as possible, the complaint should be made as soon as possible after the incident.

When dealing with any complaints, the processes will be open to scrutiny, consistent with Leeds Mind’s core values and records will be kept.

4.
Service users can choose to make a complaint via an advocate, relative or friend.  If this is the case, it should be made clear that it is the service user making the complaint, supported by the 3rd person, rather than the 3rd person making the complaint.  All communication will be sent to the complainant, and if requested copies can be sent to the 3rd person.

5.
If a third person (such as a relative or other worker) makes a complaint, the person investigating the complaint will first inform the individual concerned about this complaint. A meeting will be set up between the investigator, the individual making the complaint and the person they are making the complaint for. 
Stage 2
Investigating the complaint

1. The manager /senior manager/ Chief Executive (as stated above) will first arrange a meeting to discuss the complaint with the complainant, to get full details of the complaint and find out how the complainant would like to see it resolved.

The manager /senior manager/ Chief Executive (as stated above) will complete their investigation within 15 working days. If this is not possible, they will write to you to explain the reasons why.

2.
The person investigating the complaint will inform the person or persons who the complaint has been made against, and their line manager(s), outlining details of the complaint. As part of their investigation, they will interview this person or persons and any other witnesses.

All interviews throughout the complaints procedure will be conducted in a private space to minimise interruptions and someone will be present to take notes (such as the Personnel Officer). At any point, a meeting can be adjourned if further advice is required.

3.
The person investigating will write to the complainant, outlining the facts they have ascertained and the decision they have come to.  The complainant will be asked to give their response in writing either that they are happy with the outcome or that they wish to progress to the next stage of the complaints procedure. The person investigating will then meet with the complainant to discuss their response.

Stage 3
Appealing against the decision

1. If the complainant is not happy with the outcome of the investigation and have


indicated this in writing, their complaint will be reviewed.

· If the complaint was investigated by the project manager, the relevant senior man will review the complaint and make further investigation if necessary

· If the complaint was investigated by a senior manager, the Chief Executive, will review the complaint and make further investigation if necessary

· If the complaint was investigated by the Chief Executive the Chair of the Personnel Sub-committee, will review the complaint and make further investigation if necessary

· If the complaint was investigated by the Chair of the Personnel sub committee  the Chief Executive will review the complaint and make further investigation if necessary

2.
The response of the Appeal panel will be final and no further internal investigations will take place.  If the complainant is still unsatisfied with the outcome of the investigation, they can contact external agencies such as the Mental Health Advocacy Project, Representatives of Health / Social Service, relevant Ombudsman, the Citizens Advice Bureau, Your local Councillor, Your Member of Parliament.
LEEDS MIND COMPLAINTS PROCEDURE

FORM 1.
COMPLAINTS FORM

This form to be completed by the person making the complaint.  If someone is completing the form on your behalf, could they please complete section 1.2

Name:
  …………………………………

Tel:……………………………

Address:  ……………………………………


     ……………………………………


     ……………………………………Postcode……………………..

1.2          I…………………………………(name)

 am completing this form on behalf of…………………………In the capacity of 

Advocate /friend/other – please specify

Please give details of your complaint making it as specific as possible, including the name of the person(s) against whom it is made.

(continue on a separate sheet if necessary)

Please give names and addressed of witnesses if appropriate:

What is your desired outcome (what do you want to happen?)

Signature of Complainant…………………………………………  Date……………

LEEDS MIND COMPLAINTS PROCEDURE

STAGE 1 FORM – Response to Complaint

Complaint from:
……………………………   date received…………………

Investigated by
……………………………

Details of Investigation/Response 

Recommendations

Investigators signature…………………………………   Date………………

Complainant’s response

a) Complaint resolved

b) Complaint not resolved but happy with response so far

c) Complaint not resolved and wishing to proceed to stage 2

Signature of Complainant…………………………….
Date……………. 

LEEDS MIND COMPLAINTS PROCEDURE

STAGE 2 FORM – Response to Complaint – Chief Executive

Complaint from:
……………………………..  date received……………………..

Investigated by
…………………………….

Chief Executive

Details of investigation/Response

Recommendations

Investigators signature…………………………………..
Date…………………

Complainant’s response

d) Complaint resolved

e) Complaint not resolved but happy with response so far

f) Wishing to proceed to Appeal

Signature of Complainant……………………………… 
Date………………

LEEDS MIND COMPLAINTS PROCEDURE

STAGE 3 FORM – Appeal to Board of Trustees
Complaint from:
……………………………………
date received

Regarding

Heard by Appeal Panel comprising
……………………………………







……………………………………







……………………………………

Date of Appeal hearing


………………..

Decision of Appeal Panel (please give details)

Recommendations

Chair of Panel – signature
……………………………………  Date………………

Signature of Complainant   ……………………………………

The decision of the Appeal panel is final
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