Social Care Consultancy Limited

Complaints Procedure
Information on making a complaint 

We are committed to providing a professional, fair, efficient, courteous and helpful service to all our users, whether clients, support workers or indeed anyone with whom we have any dealings. However, if you believe that things have gone wrong and you are dissatisfied with the service you have received from us, we want you to tell us. Then we can seek to resolve your complaint, and also try to ensure it does not happen again. This document tells you how to make a complaint about the service we provide.

All staff in Social Care Consultancy Limited receive guidance on how to handle complaints.

How do I make my complaint?

If You Have A Complaint About Our Service 
Stage 1
· Contact Social Care Consultancy on 020 8776 7536 and ask to speak to the Business Manager or the Senior Recruitment Consultant

· If your complaint is payroll related ask to speak to the Finance Manager or the Finance Officer.

· You will then be sent a Complaints Form which you should complete and return to our office using the stamped addressed envelope which we provide.


What should I include in my complaint?

Please include:

· your name and address; 

· the nature of your complaint and the details of what has led to the complaint.
· copies of any correspondence or documents relating to your complaint; 

· how you would like us to resolve your complaint. 

What will happen next?

We will try to resolve your complaint within 1-2 working days and give a full written reply to your complaint within 10 working days of receiving it. We recognise that each complaint is different and must be dealt with in a way appropriate to the circumstances. 

Stage 2
What if I am not satisfied with the initial response?

If you are not satisfied with the initial response to your complaint, you should write to: 

· The Business Director at the above address  


Stage 3
What if my complaint has still not been resolved?

If you remain dissatisfied with the response from the Business Director, you can ask the Recruitment and Employment Confederation (REC) to look into your complaint. 
The REC is an unbiased referee who makes independent recommendations. You can contact the REC at: 

15 Welbeck Street,  London, W1G 9XT
Telephone: 020 7462 3260 Fax: 020 7255 2878
Web Site: www.rec.uk.com

What can I expect?

We aim to give a high standard of service but unfortunately there may be occasions when we make a mistake. If this happens, you can expect any or a combination of the following:

· an apology; 

· an explanation; 

· an assurance that the same mistake will not happen again; 

· details of the action taken to put things right;  

· in certain circumstances, financial compensation. 

 Users' views

One of the best ways we can continue to improve our service is by listening and responding to your views. As well as learning from your complaints, we welcome any comments or suggestions you may have on how we can improve. Equally, we would like you to tell us when we get it right to ensure we can maintain our good practices. Please send any comments to the address above.

 
Complaints are monitored by our Human Resources Department to ensure that standards in dealing with complaints are met and that necessary improvements are identified. 
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