Cwtch Pals Complaints Procedure

This procedure is in accordance with the Cwtch Pals Complaints Policy.
Supported individuals and families should be informed of their right to make complaints and given written information, in their own language, about how to go about this as part of the induction process.

They should be advised that complaints can be made verbally or by phone to volunteers providing direct support.

Written complaints should be posted to the Directors at the registered address of Cwtch Pals :
Fachongle Isaf, Cilgwyn, Newport SA42 0QR 

or emailed to: cwtchpalswales@gmail.com
Receiving complaints

Complaints received verbally or by phone should be recorded by the person receiving the complaint. They should make a record of the details of the complaint and advise the complainant about the complaints procedure, tell them what will happen next and how long it will take. If appropriate, the complainant can be asked to send a written account by post or email so that the complaint can be recorded in their own words. This can be written in their own language and will be translated by our interpreters.

Resolving Complaints

Stage One
If a complaint is directed to the person responsible for the issue being complained about, they should attempt to resolve it swiftly. Whether the matter has been resolved or not, the complaint information should be passed to the Cwtch Pals directors within 7 days. 

The person receiving the complaint will record it and share it with the other directors and initiate a discussion on suitable action in response to it. 
One of them will contact the complainant and tell them that the matter is being investigated and they will have a response within 30 days A central record of all complaints will be kept. If the matter can't be resolved within that period, the complainant should be kept up to date with the progress of the investigation. 

Whether the complaint is resolved or not upheld, the complainant should be informed in writing of how the complaint was investigated and any resulting actions. 

Any worker being complained about should be informed, given the opportunity to respond

and kept informed of the progress of any investigation.

Stage Two
If the complainant is dissatisfied with the outcome of the stage one investigation and resulting action, they can contact the stage two complaints officer.She is Jessica Hope, email: jessicahope65@hotmail.co.uk.  She will investigate further. She will contact the complainant within 5 days and let them know when they can expect a final decision. If the investigation cannot be completed within this time frame, the complainant must be kept informed of the progress of the investigation.The complainant should be informed of the decision within  6 weeks and informed about the action taken to reach the decision and any action taken as a result, whether the complaint was upheld or not.

The decision at this stage is final unless the directors decide to involve an external agency to assist with the decision.

All communication with the complainant concerning the complaint should be carried out in the complainants own language, using interpreters, to avoid misunderstandings.

The lead director is responsible for collating and keeping all information and procedures relating to the specific complaint. Confidentiality and data protection requirements will be respected at all times, in accordance with the Croeso Teifi Complaints Policy.

Complaints should be reviewed to monitor any trends which may indicate further action.

