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Complaints Policy

Introduction

The Odell Trust aims to provide everyone with the best possible service. We believe we
achieve this most of the time but we have in place a procedure to be followed by
anyone who is unhappy with any part of our service.

Policy

It is the Trust’s policy to ensure it is simple for anyone to make a complaint about our
service or an individual and that this complaint will be dealt with in a timely, professional
and transparent manner. All complaints will be recorded and the process of any
complaint will be monitored on the complaints checklist (Appendix 1), and filed in a
secure place.

Employees will be made aware of how to deal with a complaint in the first instance by
using the following guidance:

e Listen so that you are aware of exactly what the problem is

e Empathise with how they are feeling at this moment

e Acknowledge the complaint and make sure that you understand the nature of the
complaint

e |s there something you can do now to put things right or alleviate the situation

e Ifitis not possible to resolve the complaint then refer the complainant to the
Complaints Procedure

The Trustees will be informed by the Manager at the next Board meeting of the
number and nature of any formal complaints and their outcome. Consideration will
be given to the implications these have for the planning and management of future
services, as part of The Odell Trust’s quality review system.

A copy of the Odell Trust’'s Complaints Procedure will be given to all members and their
carers and an easy read version will be available as appropriate. Copies of the Trust’s
Complaints Policy and Procedure will be available on our website.

Procedure

The Odell Trust's complaints procedure is attached
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Complaints Procedure

The Odell Trust aims to provide everyone with the best possible service. We believe we
achieve this most of the time: if we are not getting it right, then please let us know.

In order to ensure our services remain at a high standard we have a procedure through which
you tell us if for any reason you are not satisfied with your dealings with the Trust. This is what
you should do if you want to bring a matter to our attention.

First Steps

If you are unhappy about any part of our service, please speak to the relevant staff member. If
you are unhappy with a specific individual, sometimes it is best to tell him or her directly. If you
feel this is difficult or inappropriate, then speak to the staff member's manager. Often we will be
able to solve the issue informally straight away and provide you with a satisfactory answer.
When the matter is more complicated we will give you at least an initial response within five
working days.

If you are not satisfied with our response or wish to raise the matter more formally then please
contact the Manager. If the complaint relates to the Manager, then please contact the Chair of
Trustees.

How to make a formal complaint
1. Your complaint can be made verbally either in person or by telephone, by email or in
writing to the Manager. The complaint will be logged and you will receive an
acknowledgement in writing within three working days. If you need an interpreter or
advocate to help you make your complaint, the Odell Trust can arrange this for you.

2. The Manager will, in consultation with the Chairman or other Trustee, investigate the
complaint. The aim is to thoroughly investigate your complaint and give you a reply
within ten working days, setting out how the problem will be dealt with. If this is not
possible, an interim response will be made informing you of the action taken to date or
being considered.

3. If after we have responded you are not satisfied with the outcome you can ask to put
your case in writing or personally to a panel comprising at least three members of the
Odell Trust's Trustee Board. These members will not include the Chairman or the
person who has already investigated your complaint. If attending personally, you have
the right to be accompanied by a friend or advocate to help put your case. (The panel
also has the right to have an independent advisor present).

Where appropriate, the Odell Trust will make a written apology to the complainant and agree
any further action necessary.
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Complaints Policy Procedures for Members
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1. If you are unhappy or have complaint  you can tolkto a

‘membe} of sf
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2. If wyou are still unhappy youcan speak to the General

Manager
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3. If you donotwant to speak to the General Manager you can
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ask someone else to phone or write for  you
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4, The General Manager  will ask a member  of staff to
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support  you

1
£ Created in WidaitOnline.com for Debbie Partridae Widait Symbols © Widait Software Ltd 2002 - 2024



5 + [

5. The General Manager and Chairman  of Trustees  will investigate
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your  complaint and you know what  they find in
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6. If you are stlll not  happy you can ask the Trustees
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to also look into your  complaint
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