COMPLIMENTS, COMMENTS AND COMPLAINTS ABOUT FAMILY FAMILY INFO LINK SERVICES

Family info Link is committed to providing a high standard of service to all its customers.  As part of our continuing efforts to improve our services we:

· Rely on your feedback when you are satisfied with the service you have received so that this standard can be maintained.

· Welcome suggestions on how we can improve.

· Need to know when you are not happy with the service we have provided.

COMPLAINTS

Family Link Stockport Ltd. recognises the need to have in place a written Complaints Procedure as part of its commitment to Good Practice.  The Complaints Procedure offers a structured way for service users to make a complaint about delivery of service and the conduct of staff.  All complaints will be dealt with in confidence and fairly in line with our Equality and Diversity Policy regardless of religion, race, gender, marital status, sexual orientation, disability or age. 

When to complain.

· If you feel you have been discriminated against in any way, for example when receiving services from us, or when applying for employment.

· If you feel the service given by a member of staff did not meet the required level as stated in our Statement of Service, which can be downloaded from our website or posted out on request.

Note: If you have a complaint about registered childcare Family info Link is able to offer you information on possible courses of action.

How to complain 

Complaints must be submitted in writing. A Complaints Form will be sent out on request, or can be downloaded from our website.  Complaints can be sent by email, post or fax to 0845 638 5248

Address complaints to the Business Manager, Family info Link, 23 High Street, Stockport SK1 1EG (email fiona.clear@familyinfolink.co.uk) unless the complaint concerns this person, in which case it should be addressed to Judi Smith, Chair, Family Link Stockport Trustee Board at the above address.  Please mark the envelope Private and Confidential

How your complaint will be dealt with

· The complaint will be clearly recorded in a complaints file and its receipt will be acknowledged within 7 days.
· The complaint will be considered and investigated by 2 selected members of the Family Link Stockport Ltd. Trustee Board, plus the Business Manager if that person is not the subject of the complaint, within 4 weeks of it being received.
· Members of the Management Committee will investigate the complaint.  If upheld, appropriate action will be taken and, if necessary working practices will be amended.
Written notification of the decision reached by the Management Team, and any amendments to working practice, will be issued to the complainant within 7 days of the meeting.

If the complainant raises complex issues, which cannot be resolved within the normal time scale, the complainant will be informed and kept up to date on a weekly basis until a satisfactory outcome has been reached.

If for any reason the response or final outcome of the complaint is not 

satisfactory, after Family Info Link’s procedures have been followed the complaint will be passed on to Stockport Council for investigation.  Your permission will be sought before any further action is taken.

Please note Family info Link is obliged to notify Stockport Council as soon as we become aware of any complaint against Family info Link, which alleges unlawful discrimination or any investigations by an Employment Tribunal, Employment Appeal Tribunal or the Commission for Equality and Human Rights.
Ensuring the effectiveness of this procedure

All staff and trustees will receive a copy of this procedure

Existing and new workers will be introduced to the procedure during induction and training.

The procedure will be regularly reviewed and the Trustee Board will agree amendments.
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