[image: image2]

 INCLUDEPICTURE "https://apis.mail.yahoo.com/ws/v3/mailboxes/@.id==VjN-0L-cTF_MTd1vvsRto5NuYfUNL2WF42Rb78P4SsQ-5BrAT_YnWGK1wWT_HgGhl4PiGgVA0nnEFTO2a0MDYR4iww/messages/@.id==ANFcckFt072tXWz7PgITQO5Ib4Q/content/parts/@.id==2/thumbnail?appId=YMailNorrinLaunch" \* MERGEFORMATINET [image: image3]
      


[image: image1.png]


Complaints Procedure
For internal use 

This procedure acts as a guide for staff and trustees in the recording and handling of complaints. Taunton Opportunity Group aims to address all concerns raised by users of its services in a prompt and efficient manner, with the intent being that the complainant is satisfied with our response and that lessons learned have been implemented across the organisation. Logging all complaints, whether written or verbal, is important to allow TOG to identify areas where there is scope to improve the quality and delivery of its provision. 

Process for managing complaints 

Minor complaint - Verbal

· A private, informal discussion with key worker/manager. As stated in our complaints policy, this should be the first course of action for any issues raised. 
· If a minor complaint is resolved, trustees to be informed at next committee meeting.
· If the resolved minor complaint is related to an individual staff member, to review the issue with line manager and to monitor lessons learned through appraisal review process.  
Serious or unresolved minor complaint - Written

· Written complaint to be submitted to manager for unresolved minor complaint or concerns relating to general safeguarding and/or welfare.

· Written complaint to be submitted to chairperson for concerns relating to the governance of TOG and in cases of complaints related to serious misconduct.
Investigating a complaint 
· Manager/chairperson to respond to the complainant in writing within 28 days of receipt. 
· Set up a Complaint Record (Complaints Policy Appendix I) to record actions and outcomes. 

· Set up a face-to-face meeting with complainant if written communication did not serve to resolve the issue raised. 

· If relevant, inform area SENCo. 

· If relevant, log incident with Ofsted.

· If relevant, contact Somerset Direct Children and Young People’s Team (LADO). 

· Report back to complainant any action taken and how lessons learned will be implemented.
Storing a complaint
· 1 year after child leaves TOG for minor complaint.

· 6 years for major complaint.

· 15 years for major complaint involving negligence.

· 40 years for safeguarding complaint.[image: image4.png]Rea\\smg Children's
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