ORKNEY ALCOHOL COUNSELLING & ADVISORY SERVICE
COMPLAINTSPROCEDURE (CLIENTYS)

Why have a complaints policy?

The organisation aims to provide a first clasyiserbut there may be occasions when
you're not happy about something, and if thisesdfise it is important for you to tell us.

The aim of this complaints procedure is to give gtear details of what steps you can
take to try and get things put right where theaigisoblem.

The complaints procedure also gives us the cheméeep an eye on the quality of
service we provide so that we can continually workmprove it.
What isa complaint?
A complaint is defined as:-
“an expression of dissatisfaction, however madeytaihe standard and
quality of service, action or lack of action by thrganisation or its staff
affecting an individual customer or group of custosn’
A complaint may also be an opportunity for theamigation to learn more about how
to meet the needs of its customers.

Who can use the complaints policy?

Anyone who receives or requests a service fronotbanisation can use the complaints
policy.

The procedure is also open to people who may tiregaan your behalf (but, as you will
see later, we do encourage you to try to sort thond with us first).

Generally, however, we will not discuss your basswith third parties unless you have
authorised us to do so.

It will not normally be possible for us to dealtlvianonymous complaints, as it is
obviously difficult for us to check things with tiperson making the complaint.
What can you complain about?

You can complain about any aspect of our servibehwyou are unhappy about, for
example:

» if you have not received information you have asioed

» if you feel that a member of staff, a committee rhemor a counsellor has not
behaved reasonably towards you

» if you feel you have been unfairly discriminateciagt
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We are always interested in comments on our gsliiom individuals and groups.
While we are clear that these may not necessadlycdimplaints they will still be
handled via the complaints procedure to ensure tth@tcomments are effectively
managed and responses are given within a reasqrexinbel.

We suggest, however, thgou contact us quickly if you are unhappy abarhsthing.
It is difficult for you - and us - to investigatecase if time has passed.

Tryingto sort things out infor mally

You have every right to make a formal complainenéver you wish to, but in the first
instance it can often be quicker and easier foryewe if the problem can be sorted out
informally; the choice is yours. We can deal meiffectively with your problem if you
tell us exactly what it is and how you would likesee it resolved.

To try and resolve the problem informally, the thitbeng for you to do is to talk to (or
drop a line to) our Manager. He or she will leuyanow how long it should take for
him/her to investigate the problem, and hopefulgoao sort it out. If (s)he is not
available when you call please leave a message.

Theformal complaints policy

If the problem has not been sorted out informahyf you have a complaint against a
member of staff, you should in the first instanoenplain to the Manager. Complaints
about the Manager should be sent to the Chairman.

When you make a complaint it is really importamt you to let us know exactly what
the problem is and how you would like to see ibhesd. We would encourage you to
do this in writing wherever possible and normalighvm three weeks of your becoming
concerned about a specific action which we havertaklf this is not easy you can
complain by telephone or in person and we will samse it in writing. If the Manager
is not available your complaint will be noted byetherson who speaks to you and
passed on to the co-ordinator, or to the ChairrhtdreiManager will not be available in
the next 2 working days.

If you have made a complaint by telephone or msqe the member of staff who notes
the complaint will check with you that they hav&eda a correct record, and you will
normally be asked to sign it. In this way everyae&lear on what the complaint is
about.

Whether you have complained in writing, by phonenoperson, we will write to you
within five working days to acknowledge that yoomplaint is being dealt with.

We will then write to you again within three weeaksreceiving a complaint to let you

know progress and if possible the outcome. Dosgleamember that some things may
not be within our control and may therefore be sy to sort out.
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You may subsequently decide to withdraw the complaDepending on the issue
raised, it may be necessary for us to continuestigyaging it.

If you are not happy with the response you willbbée to use the appeals procedure.

Taking your complaint further - the appeals procedure

If you don't feel that the Manager and Chairmawehaesolved your complaint
satisfactaity, you can appeal to the voluntary members oftamagement Committes
Again we suggest you do this as quickly as possihte normally within three weeks.
We will write to you within fiveworking days to acknowledge receipt of your letter.

The Management Committee has setup an Appealscommittee of 3 committee
members not previously involved and which meetsegsired. The Chairman of the
Management Committee will normally be kept infornadprogress of the complaint
where (s)he is not a member of the sub-commitfElee Chairman will not be kept
informed if (s)he has been involved in the decisabout which you are complaining.
If in addition to your written complaint you areeketo talk to the sub-Committee you
can do this. If you want to bring along a friendaalviser for example from Orkney
Citizens Advice Bureau then this is fine.

You will be notified of the date of the AppealsbStcommittee hearing within three
working weeks of your request, to take place withim following four working weeks.

The Chairman of the Appeals Sub-Committee wiltevtd you within five working days
of the meeting to let you know the decision.

Who will know about my complaint?

We will, as far as possible, respect the confidétyt of your complaint. Whilst we are
looking into your complaint your name will not beralged any more than is absolutely
necessary within the Association, and if your camtl goes to the Appeals Sub-
Committeethen only the Chairman of the Management Commétekbthe members of
the sub-committee will be told who has complained.

Getting independent advice

We would always hope that any problem could b&edavut informally.

However, you may feel it is important to get indegent advice before you decide
whether to complain to us formally. Advice agesdrethis area include:-

« Citizens Advice Bureau
e Solicitor

* Age Concern Orkney

e Advocacy Orkney
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Further assistance and advice may be obtained from:

* COSCA (Counselling & Psychotherapy in Scotland)
16 Melville Terrace, Stirling, FK8 2NE.
Tel: 01786 475 140 Email: info@cosca.org.uk

« BACP (British Association for Counselling and Psychotipgja
BACP House, 15 St John's Business Park, LutterwbE@7 4HB,
Tel: 01455 883300 Email: bacp@bacp.co.uk
10. How dowerecord and monitor complaints?
Complaints can help us as well as you! All formaiplaints made to the organisation
are recorded by the Manager, who will regularlyiselthe Management Committee of
changes or improvements the organisation may begaks a result of complaints
received.
11.  Improvingour servicetoyou
Complaints aren't the only way of telling us wigati think of the service we provide.
We always welcome suggestions on how we can imptiowgs so if you have any
ideas about this please let us know.
Adopted by the Board of Management on March 19" 2003
Amended on September 9" 2004

Amended on June 21% 2009
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