Service Strategy, Appendix I

CCA Complaints Procedure

One of the activities of the CCA is to provide advice and assistance to those injured or bereaved as a result of a work-related incident on investigation and prosecution issues.

In providing this advice we aim to provide a high standard of service. 

If we fail to provide such a service the Centre wants to know about it. This will enable us not only to deal with the specific problem, but also to avoid it happening again.

This complaints procedure sets out how you can take up matters you think are unsatisfactory about the service we have provided you. 

2. INTRODUCTION

This policy sets out the procedures we will follow when we receive a complaint from those who seek our advice.

Your dispute may take many different forms. You may for example be dissatisfied because:

•  our advice is inadequate;

• there has been an  unacceptable delay or failure to provide adequate advice; 

• you may feel that we have been discourteous.

Whatever the complaint, this procedure is meant to provide a means to resolve a dispute between the Centre and any complainant.

3. THE PROCEDURE
When someone wishes to register a complaint, the following procedure will be adopted.  

Where the complaint is against the Executive Director, the same procedure will be followed, but with the Chair of the Centre’s Board substituting for the Executive Director’s role at all stages.

The Centre operates a three stage Complaints procedure.

FIRST STAGE

If someone wishes to make a complaint, they may either;

• fill out a complaint form which will be provided by the Centre;

• write in to the Centre’s Executive Director or 

• inform the Centre by phone or by meeting with the Executive Director.

If the complaint is made on the phone or in person, the Executive Director should make a written record of the complaint.
The Executive Director shall, within ten working days, endeavour to resolve the matter and communicate with the complainant.

SECOND STAGE

If the complainant remains dissatisfied, a further attempt may be made by the Executive Director within the next ten working days to resolve the matter.

THIRD STAGE

If the complainant continues to remain dissatisfied, the complaint will be referred to the Board’s Complaints Committee. 

The Executive Director will send copies of all written correspondence to Committee members.

The Committee will comprise three members of the Centre’s Board – one of whom will be nominated as the “complaints officer” and who has the responsibility of ensuring that the Third Stage of the complaints procedure is carried out.

The complainant will be informed immediately by a member of the Committee that the  Committee will also be contacting the staff member(s) against whom the complaint is made.

The Committee will review the decision made by the Executive Director and may seek further clarification from any of the parties involved.

The Committee will notify the complainant of its decision, and the reasons for its decision, within 20 working days of having received notice of the complaint.  

The Committee’s decision will be final.  

The Complaints Officer will be responsible for ensuring records of the meeting are kept and the Complaints monitoring form is completed.

This person will be responsible for reporting the Committee’s findings to the next meeting of the Board.

4. RECORDING AND MONITORING COMPLAINTS

All complaints will be recorded and kept on file, including those, which were resolved without being put in writing.  The Complaints monitoring form shall be used to do this.  All complaints shall be treated with regard to the Confidentiality policy.

The Executive Director will make a report once a year to the Centre’s Board summarising the nature of complaints received and how they were resolved.

5. PUBLICISING THE PROCEDURE
The Executive Director is responsible for ensuring that all those who seek the Centre’s advice are made aware that the Centre has a Complaints Procedure.

6. ENSURING THE EFFECTIVENESS OF THE PROCEDURE.
All Board  Members will receive a copy of the complaints procedure.

Existing and new workers will be introduced to the complaints procedure.

The procedure will be reviewed annually and amendments should be proposed and agreed by the CCA’s Board.

Date procedure was agreed: 
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Date of review:
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Person responsible for review:

David Bergman

COMPLAINTS FORM

	If you wish to complain about the Centre for Corporate Accountability please fill in the following and return the form to us. (Please fill in a separate sheet if there is insufficient space).

Please tell us the details of your complaint

Please tell us what you feel should/should not have happened. 
Please tell us what you would like us to do now.

Your name __________________________________



Your telephone no. ____________________
Your address: _______________________________


 _______________________________


_______________________________


 _______________________________

Is it all right to contact you here? 
yes/no

Thank you for completing this form.  You will receive a response in _10 working__ days.
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