Complaints Procedure for ARC WDF Partnerships

“People are reluctant to complain but only by 

knowing what has gone wrong will we be able 

to continually improve in the future”

Policy Statement 

ARC is committed to providing excellent customer service to partners of its WDF contracts with Skills for Care, and we are firmly committed to a process of continuous improvement of which the complaints procedure is just one element.

Recognising that sometimes things go wrong, or mistakes are made, this policy outlines the procedures to follow to make a complaint and the internal procedures we follow to manage the process.

Objectives

The objectives of this complaints procedure are to ensure that:

· any complaints that are received are investigated appropriately. 

· all complaints are actioned in the most expeditious way. 

· persons making complaints know how their complaint will be dealt with and 

· wherever possible, lessons are learned.  

Concerns and queries

Most concerns or queries can be dealt with very quickly by phoning or emailing wdf@arcuk.org.uk and are not regarded as complaints.  If the WDF team are unable to deal with the enquiry, this will be passed to Lisa Lenton, ARC England Director (WDF contract manager), or contact the appropriate Skills for Care Officer.

Definition of a Complaint

A complaint is defined, for the purpose of this procedure, as a written record of concern, compiled by any partner.

To clarify, the definition “complaint” does not include a comment provided by individuals asking for a simple remedy to a minor problem.

To ensure confidentiality, information about the progress of a complaint will only be provided to the person making the complaint. 

continued …

Complaints Process

Customers making formal complaints are asked to write or email an explanation of the issue that has caused them to be dissatisfied.  A complaint should also contain an explanation of what the person making the complaint requires to be done to resolve the issue.  

Complaints should be sent to WDF, ARC, 10a Marsden Street, Chesterfield, Derbyshire, S40 1JY or emailed to wdf@arcuk.org.uk in order to register them within the procedure. 

An acknowledgement will be sent by return. 

The complaint will be referred to the appropriate person for first review, unless such a person is specifically mentioned in the complaint, in which case it will be referred to the England Director of ARC.

All correspondence about complaints will be treated as confidential.

When the first reviewer has considered the detail of the complaint, the person raising the complaint will receive a written response detailing any proposed action.  This will be done within 28 days of the receipt of the original complaint.  If this is not possible, a WDF Team Administrator will explain this in writing within the 28 days. 

If the person raising the complaint is not satisfied with this response then they can ask the WDF Team Administrator to put them in touch with the Skills for Care Regional Lead officer for WDF, based at the areas Skills for Care office.  A copy of the original complaint and the Lead Partner’s response will be forwarded to the Regional WDF Lead officer to apprise them of the situation to date.

Following the second review, the person raising the complaint will be provided with a written response detailing any changes to the previously proposed action.  

If the complainant is still not satisfied with the response, the Regional Skills for Care Lead Officer will refer the complaint to the relevant Lead Officer at Skills for Care’s Head Office in Leeds for a further review.

In the majority of cases the response to this review will be the final position on the complaint, unless legal action is considered necessary by the complainant.  

Reviewed and updated 30/07/2019
PAGE  

