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Complaints and Appeals
Policy

From time to time, service users or applicants for a service may wish to complain about the service they receive or appeal against a decision that has been reached which affects them. LEAP is committed to providing a high quality of service to all users of its services. This includes providing mechanisms for service users to raise concerns and resolve problems should they arise.

LEAP believes that all service users should be informed of the organisation's complaints and appeals procedures.

The procedure should aim to bring the dispute to a speedy and amicable resolution and be dealt with as close to the source of the problem as possible. LEAP's complaints and appeals procedure aims to promote conciliation, rather than confrontation, wherever possible.

Most complaints and appeals can be dealt with informally by support workers and line managers. However, service users must be informed of their right to make a formal complaint/appeal if they are not satisfied with the way an issue has been addressed.

Service users should feel confident that any staff member informed of an issue will be approachable, be able to decide on an appropriate course of action and will follow it through. All staff must be seen to act consistently and objectively in addressing any complaint/appeal.

At times, neighbours or other agencies may also complain about a matter relating to the provision of a LEAP’s service.  
The procedure for dealing with complaints/appeals is as follows:
Procedure for dealing with Service Users complaints

All users and potential users of LEAP's services must be made aware of their right to complain/appeal about the selection process, the service they receive once they are a service user and any decisions reached.  Applicants must have LEAP's complaints/ appeals procedure explained to them when first applying to a project; new service users should be reminded of their right to complain/appeal against decisions and the procedure to do so when they move in. Service users must be told that there is a six month time limit from the date of the event giving rise to the complaint to the date that the complaint is registered if it is to be taken further.  Appeals should be made within 30 days of the decision giving rise to the appeal.
This procedure must also be outlined in each service user agreement and also explained in the Clients' handbook. The procedure must be expressed in terms that are:
· consistent with the complainant's legal rights 
· easy to understand and use
· offered in a version in line with their specific needs 
· fair to all participants 
· clear about who can use it and in what circumstances, who to complain/appeal to and how to complain/appeal a decision
· monitored by managers and Board of Directors.

Complaints/appeals should initially be dealt with by support workers in consultation with their line manager, general manager or – if more appropriate – Board of Directors (if, for example, the complaint concerns the line manager) where appropriate.

Line managers should be informed of any complaint/appeals made by a service user, even if the service user decided not to take it any further and formal proceedings are therefore not entered into.

The complaints/appeals procedures must be explained to the service user and the following written information provided (see Appendix C1). This explains very briefly about the right to complain/appeal. Appendix C2 outlines in more detail the procedure to be followed should the service user wish to exercise this right and should be given to the service user if they ask for it. Staff must ensure that the contact details for the manager and/or board representative are inserted in the procedure and complaints/appeals form.

The procedure to be followed must cover the elements below:

Stage 1 -      this refers to complaints/appeals dealt with as part of the day-to-day service delivery offered by support workers. These can be addressed through meetings with Support Worker, House Meetings etc. Line managers should be informed of complaints/appeals at this stage as well.

Stage 2 -    this refers to any complaints/appeals taken beyond standard contact with support workers. In the first instance, all problems should be addressed to the project manager (orally or in writing) for an attempt at resolution. This comprises a meeting with the service user and relevant staff within 10 working days of the complaint/appeal being made; the outcome of the meeting will be recorded in writing and supplied to the service user and staff within 10 working days of the meeting. 
Stage 3 -      If the issue is not resolved by the process outlined above, complaints/appeals should go to the general manager in writing; s/he will investigate and reply to the service user and staff within 20 working days.


At this stage, all complaints/appeals must be reported to the relevant managers and the board. All complaints must be monitored through supervision sessions and reports provided to the board. Project staff must keep records of all complaints/appeals in a format, which is clear, accessible and available for inspection.

Stage 4 -    If they are dissatisfied with the outcome, service users can appeal to the Board Secretary or Chair Person who will investigate and review the decision. They will inform the service user and staff involved of his/her decision - they should provide a reply within 20 working days.

Service users must be informed of their right to complain to the Independent Housing Ombudsman or funding body if they are not satisfied with the outcome of the process (see below).
Complaints of harassment and discrimination

If a service user or applicant for a service believes that LEAP has discriminated against them on the grounds of race or gender, they have a right to take their complaint to the County Court. They can get further information about their legal rights from a law centre, local Citizens Advice Bureau or Housing Advice Centre.

Under the Protection from Harassment Act, 1997, it is also an offence for anyone to subject someone to harassment or threats of violence. If a service user is the victim of such behaviour, they can apply to a County Court for an order to prevent this continuing.

Investigating a complaint/appeal made by a service user or applicant to a service
Staff investigating a complaint/appeal should follow the guidelines below to ensure that the most appropriate information is collected and suitable action taken.

· In establishing whether a complaint/decision should be upheld, reference should be made to any relevant policy and procedures in this Handbook or the LEAP Managers' Handbook. For example, if a complaint relates to the condition of a house, the section on maintenance should guide whether or not the complaint is reasonable and if procedures have been followed.

· Where a complaint relates to unfair treatment, and the complaint is upheld, disciplinary action may need to be taken against the staff member(s) involved. In this case, disciplinary proceedings (as outlined in the LEAP Employment Law Handbook) must be followed. The requirements of these proceedings must be kept in mind when making records on the complaint and its investigation.

· The staff member chairing any meeting concerning the complaint must ensure that the content, and any decisions made on action to be taken, of all meetings are well documented.

· Meetings with service users about their complaint/appeal may be stressful for the service user. Staff must ensure that the service user has sufficient notice of the meeting's time and venue; that they are able to bring someone along for support if they wish to; that the interview is conducted in a supportive manner; and that staff ensure that communication is clear and any action points clearly stated.
· Any appeal against a decision made will be dealt with by an alternative member of staff to the person that made the original decision.  The staff member investigating the appeal must be impartial and fair to all participants.
Procedure for dealing with neighbour complaints

Efforts should have been made to establish good relationships with neighbours and the local community through consultation during the development stage of the project. Staff must encourage service users to avoid conflict with neighbours. However, if one should be made, staff must respond quickly to neighbour complaints and keep good records of incidents and action taken. If a complaint comes directly from a neighbour or another local resident:

· complaints must always be acknowledged promptly. Staff must visit or write to the neighbour or service user within seven days explaining what action is being taken to investigate and/or resolve the complaint.
· the staff member first aware of the complaint must inform the line manager. If the issue or event causing the complaint is sufficiently severe to create the possibility of public and/or media interest, the General Manager should be informed. 

· staff should first try to resolve the complaint informally, through meeting the neighbour and discussing the issue or event causing the complaint, what action the neighbour wishes and whether or not LEAP can comply with it. Staff will need to try to identify particular service user involved and talk to them about the issue or event. It may also be appropriate to hold a house meeting to discuss the matter and possible solutions.

· if the matter cannot be resolved informally, or if the neighbour is not satisfied with this action, they must be asked to make a formal complaint in writing, addressed to the project manager. The project manager must investigate the complaint by holding a meeting with the service user(s) involved, neighbour and relevant staff within 10 working days of the complaint being made; the outcome of the meeting will be recorded in writing and supplied to the service user(s), neighbour and staff within 10 working days of the meeting. It may be necessary for the project manager to see the service user(s) and neighbour separately.

· if the issue is not resolved by the process outlined above, complaints should go to the general manager in writing; s/he will investigate and reply to the service user(s), neighbour and staff within 20 working days.

· All complaints must be monitored through supervision sessions and reports made to the LEAP board. Support staff must keep records of all complaints in a format which is clear, accessible and available for inspection.

Investigating a complaint made by a neighbour or outside body
Staff investigating a complaint should follow the guidelines below to ensure that the most appropriate information is collected and suitable action taken.

· Where a complaint relates to matters which suggest poor management of a project, and the complaint is upheld, disciplinary action may need to be taken against the staff member(s) involved. In this case, disciplinary proceedings (as outlined in the LEAP Employment Law Handbook) must be followed. The requirements of these proceedings must be kept in mind when making records on the complaint and its investigation. 

.

· The staff member chairing any meeting concerning the complaint must ensure that the content, and any decisions made on action to be taken, of all meetings are well documented.

· Meetings with neighbours about their complaint may be stressful for the neighbour. Staff must ensure that the neighbour has sufficient notice of the meeting's time and venue; that they are able to bring someone along for support if they wish to; that the interview is conducted in a supportive manner; and that staff ensure that communication is clear and any action points clearly stated.

Monitoring complaints

LEAP is obliged to provide information on the number of complaints made by service users, applicants for a service, neighbours and outside bodies. How many were upheld and what form of redress was given. The general manager must provide information on these subjects periodically to the board through the normal management report channels.
The nature of the complaint must be explained; for example, it may be a failure to provide a service or omission to provide a facility; a problem with a member of staff; or a problem with a contractor. Please include the post title of the person who has dealt with the complaint. Whether or not the complaint was resolved to the resident's satisfaction may be a judgement made by the staff member completing the form, having looked at the outcome of the investigation.

We also need to monitor complaints of harassment and discrimination. 
Form C5 should be completed annually by the general manager and outcome reviewed by the committee.
Complaints should also be monitored for funders and submitted in line with their monitoring procedures.
Appendix C1
YOUR RIGHT TO COMPLAIN / APPEAL A DECISION – Service Users 
LEAP is committed to providing a high quality of service to all its service users and prospective service users.  We hope that you do not have any complaints about our service.  This complaints procedure is here to ensure that problems are investigated and resolved as quickly as possible.  All complaints are taken seriously and monitored carefully. 
What is a complaint?

A complaint is when you express to us your dissatisfaction with a particular service you are receiving or have applied to receive. You can use our complaints procedure if you feel that we are not meeting the requirements of the agreement.  For example:

· You may feel we are not keeping to our side of your tenancy/licence agreement

· You may feel the way we carried out a service was not right

You may also use this procedure if you wish to appeal because you feel we have made a wrong decision.

How to complain

If you have a complaint, contact a member of staff.  You can ask them for information called ‘How to complain’.  Staff will help you through the process if you would like them to.  All complaints are treated very seriously.  The project manager will arrange for a member of staff to investigate your complaint.  They will follow the complaints procedure.  The complaints procedure is available for you to read at the office and online on our website and will be offered in a version in line with any specific needs you may have, for example in large print.
Appeals

If you are appealing against a decision that LEAP have made, your appeal will be dealt with by a member of staff who did not make the original decision.

Confidentiality

We treat all complaints in the strictest confidence but we will normally need to say who has made the complaint.  If your complaint is about a neighbour, another service user or a member of staff or contractor, we will talk to you about what this might mean for you.

If you are unhappy with the outcome 

If you are not satisfied with the outcome of your complaint, you can appeal about the decision. ‘How to complain’ tells you what to do next.

Complaints of harassment or discrimination

If you believe that LEAP has discriminated against you on the grounds of race or gender, you also have a right to take your complaint to the County Court.  Further information about your legal rights can be obtained from a Law Centre, local Citizen’s Advice Bureau or from a solicitor. 
Under the Protection from Harassment Act 1997, it is also an offence for anyone to subject you to harassment or threats of violence.  If you are the victim of such behaviour, you can apply to a County Court for an order to prevent this continuing.

Further advice or information

If you need further advice or information about our complaints procedure, contact our office at:


First Floor,
27 Tentercroft Street,
Lincoln,
LN5 7DB
Telephone: 01522 563530
www.leap.uk.com
If you would like to receive any further information about the complaints and appeal procedure in a different format, for example large print please contact 01522 563530 or speak to a member of staff.
.  

Appendix C2
HOW TO COMPLAIN / APPEAL A DECISION – Service Users and Prospective Service Users
LEAP is committed to providing a high quality of service to all its service users and prospective service users.  We hope that you do not have any complaints about our service.  This complaints procedure is here to ensure that problems are investigated and resolved as quickly as possible.  All complaints are taken seriously and monitored carefully.

What is a complaint?

A complaint is when you express to us your dissatisfaction with a particular service you are receiving.

For example:

· You may feel we are not keeping to our side of your tenancy/licence agreement

· You may feel the way we carried out a service was not right

You may also use this procedure if you wish to appeal because you feel we have made a wrong decision.

Who can make a complaint?

Any service user of a service provided by LEAP, as well as those applying for a service. 
LEAP’s Responsibility

LEAP provides all residents with a tenancy/licence agreement and a service user handbook outlining services you can expect to receive.  You can follow the steps below if you feel we are not meeting the requirements of this agreement. 

How to complain

All complaints should be made within 6 months of the event which led to your complaint.  All appeals should be made within 30 days of the decision you are appealing against.
Stage 1 

If you have a complaint, contact a member of staff.  They will try to sort out the problem (If your complaint is about a member of staff, please complete a complaint form straight away and give it back to the Project Manager.  Staff can give you a copy of this or you can find one in your house file).

Stage 2
If the matter you are complaining about is not resolved, or if you are unhappy with how it was dealt with or the outcome, you should put your complaint in writing.  LEAP has a complaint form that is available in your house file, from staff, or from the office.

Complete the complaint form and send it to the project manager at the address shown on the form.  You will receive a reply within 10 working days.
If you need help to complete the form or to explain your reasons for your complaint you can ask someone else who supports you to help you to fill it in.  A member of LEAP staff can also help you to do this if you want them to. The complaint form can be provided in a format to meet any specific needs you may have, for example large print.
Stage 3
If you are not happy with the result of your complaint you can ask for the general manager to look at your complaint and will be asked to attend a meeting to discuss your complaint.  You will receive a reply within 20 working days.
Stage 4
The final stage of our complaints procedure is for your complaint to be referred to the Board of Directors.  You will receive a reply within a further 20 working days.

Appeals
If you are appealing against a decision that LEAP have made, your appeal will be dealt with by a member of staff who did not make the original decision. You will receive a response to your appeal, in writing within 10 working days.
How your complaint/appeal will be dealt with

All complaints are treated very seriously.  At every stage of the complaints procedure you will have an opportunity to have your say face to face with a member of staff.  You can have a friend or someone to support you at any meetings if you wish.  A written note will be kept of the meeting and you will be informed of the outcome of the complaint in writing within 10 working days of the meeting.

Confidentiality

We treat all complaints in the strictest confidence but we will normally need to say who has made the complaint.  If your complaint is about a neighbour, another tenant or a member of staff or contractor, we will talk to you about what this might mean for you.

If you are unhappy with the outcome of your complaint

At every stage of your complaint you will be given the opportunity to take the matter further if you are not happy with the decision.  

After stage 4 of the process if you are still not satisfied with the outcome of your complaint you can complain to an independent body, advice should be sought from a Law Centre, Citizens’ Advice Bureau or Housing Advice Centre.

Complaints of harassment or discrimination

If you believe that LEAP has discriminated against you on the grounds of race or gender, you also have a right to take your complaint to the County Court.  Further information about your legal rights can be obtained from a Law Centre, local Citizen’s Advice Bureau or from a solicitor. 
Under the Protection from Harassment Act 1997, it is also an offence for anyone to subject you to harassment or threats of violence.  If you are the victim of such behaviour, you can apply to a County Court for an order to prevent this continuing.

Further advice or information

If you need further advice or information about our complaints procedure, contact our office at:

First Floor

27 Tentercroft Street

Lincoln

LN5 7DB

Telephone: 01522 563530

www.leap.uk.com
If you would like to receive any further information about the complaints and appeal procedure in a different format, for example large print please contact 01522 563530 or speak to a member of staff.

Form C3

COMPLAINT FORM – Service Users
If you have a complaint about the service that you have received from LEAP or about the way you have been treated, you should initially contact a member of staff. They will try to sort out the problem

However, if your complaint has not been resolved, or if you are unhappy with how it was dealt with or the outcome, please complete this form and send it to the project manager. 
1. Your full name …………………………………………………………………………………..

2. Your full address (including room or flat number) ……………………………………………

…………………………………………………………………………………………………………

3.   Details of your complaint (please give as much information as possible including dates, if possible)
…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

4. How would you like the matter to be resolved?
…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

Your signature: ………………………………………………Date: ……………………………….
Please return this form to the project manager at: First Floor, 27 Tentercroft Street, Lincoln, LN5 7DB
Form C4
Information for neighbours – LEAP Supported Housing
Who are we?
LEAP is a registered charity set up in 1994 to improve training and accommodation prospects for young people at risk. We provide a valuable support service to vulnerable young people aged 16—25. Our client group generally needs support for a variety of reasons such as, family breakdown, leaving care, challenging behaviour, depression or other complex needs. Through comprehensive support packages, each client receives a unique service tailored to their individual needs. LEAP aim to help clients’ access professional services where required and empower clients to live independent lives. 

LEAP is an equal opportunities provider and is accredited by Investors in People; we place great emphasis on providing quality training to our employees.  This enables us to deliver a quality service to our clients.

Supported housing

LEAP manages several houses in Lincoln. Each property is fully furnished and equipped ready for the young person to move straight into. Each house is based on 3—4 people sharing.  The houses are visited daily by LEAP Support Workers. Out of hours, clients have access to LEAPs 24 hour on—call facility to deal with any emergencies that may arise.
Resolving neighbour difficulties 
LEAP staff will make every effort to establish good relationships with neighbours and the local community and to ensure that these are sustained by staff and residents. If you have concerns about or are experiencing problems connected with a LEAP property or service user, please contact the member of staff at the address below as soon as possible so these can be discussed and resolved.

We will initially attempt to resolve matters informally if at all possible, through meetings with you and with the service user(s) and any other parties involved, discussing the issue or event causing the complaint, what action you would like to see and whether or not LEAP can comply with it.

If you are not satisfied with the outcome of this process, please put your complaint in writing to the Manager at the address below. You can expect the following:

· that your complaint will be acknowledged promptly. Staff will visit or write to you within seven days explaining what action is being taken to investigate and/or resolve the complaint

· that a meeting with you, the service user(s) involved and relevant staff will be held within 10 working days of the complaint being made. If necessary, separate meetings will be held with you and with the service user(s)

· that the outcome of the meeting will be recorded in writing and supplied to you, the service user(s) and staff within 10 working days of the meeting

· if the issue is still not resolved after this, a  manager will investigate further and you will receive a reply within 20 working days.

· if you are dissatisfied with the outcome, you can appeal to the LEAP Board Secretary who will investigate and reply within 20 working days. 
· that staff ensure that you have sufficient notice of any meeting's time and venue; that you are able to bring someone along for support if you wish to; and that staff ensure that communication is clear and any action points clearly stated.

Project contact:
The Manager








LEAP Ltd




27 Tentercroft Street







Lincoln



LN5 7DB
Office: 

01522 563530

On-Call:

07717727200 (24 hour)
Website:

www.leap.uk.com

If you would like to receive any further information about the complaints procedure in a different format, for example large print please contact 01522 563530




If you would like to receive any further information relating to the complaints procedure in a different language please contact 01522 563530
Jeśli chcesz otrzymywać jakichkolwiek dalszych informacji na temat skarg i postępowania odwoławczego w innym języku, prosimy o kontakt 01522 563530

Если Вы хотите получить любую дополнительную информацию о жалобах и процедуры обжалования в другой язык, пожалуйста свяжитесь с 01522 563530

Si vous désirez recevoir de plus amples renseignements sur les plaintes et la procédure d'appel dans une autre langue s’il vous plaît contacter 01522 563530

Si desea recibir más información sobre las denuncias y procedimiento de recurso en otro idioma por favor póngase en contacto 01522 563530

Wenn Sie möchten, erhalten alle weiteren Informationen über die Beschwerden und Beschwerdeverfahren in einer anderen Sprache wenden Sie sich bitte an 01522 563530

Se você gostaria de receber informações mais detalhadas sobre as reclamações e recurso em um idioma diferente entre em contato com 01522 563530

Form C5(i)
Complaints received from neighbours or other outside bodies

 Property(ies) affected :
Date(s) of incident(s)/period of dispute:

Nature of incident:

This situation poses a HIGH RISK/LOW RISK* to LEAP's project (*Strike out one as appropriate.)The level of risk reflects the potential for the incident or ongoing dispute to threaten the project's continuing operation in this location.)

Action taken to resolve situation:

Outcome of action:

Signed By …………………………………………….  Date ……………………………………..

Form C5(ii)

Complaints received from service users
Name :
Address:

Date concern raised:

Nature of incident:

Action taken to resolve situation:

Outcome of action:

Signed By ……………………………………………Date……………………………………..



Form C6
ANNUAL MONITORING OF COMPLAINTS/APPEALS
Project:





Year:
Number of complaints received in this year:
Number of appeals received this year:
Number of complaints still to be resolved:
Number of appeals still to be resolved:
Number of complaints/appeals referred to the LEAP Board:
Number of complaints resolved within agreed timescales:

Number of appeals resolved within agreed timescales:
Type of complaint:
	Type of complaint/Appeal

	Stage at which it has been resolved(1-4/appeal)
	Source of complaint

	
	
	Service Users
	Neighbours
	Agencies
	Other

	Behaviour of  service user(s)
	
	
	
	
	

	Staff


	
	
	
	
	

	Standard of accommodation
	
	
	
	
	

	Standard of support

	
	
	
	
	

	Harassment/discrimination

	
	
	
	
	

	Repairs
	
	
	
	
	

	Other (please specify)


	
	
	
	
	

	Totals


	
	
	
	
	


Form C7
APPEAL FORM

If you wish to appeal against a decision LEAP have made, please complete this form and return it to the project manager.  Your appeal will be dealt with by a member of staff who did not make the original decision. All appeals must be submitted within 30 days of the decision about which you wish to appeal.


1. Your full name ……………………………………………...........................................

2. Your full address (including your room number) 

…………………………………………………………………………………

…………………………………………………………………………………

3. Details of the decision you would like to appeal against (please give as much information as possible about why you disagree with our decision, including dates where necessary) 
…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………
…………………………………………………………………………………
…………………………………………………………………………………

…………………………………………………………………………………
…………………………………………………………………………………
4. How would you like the matter to be resolved?

....................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................
Your signature……………………………... Date………………………………
Please return this form to Project Manager at: LEAP, First Floor, 27 Tentercroft Street, Lincoln, LN5 7DB


Date:

Name:

Address:

Dear

Appeal

I am writing to you about your appeal regarding:

I would like to invite you to a meeting to discuss your appeal.  This meeting will be held on (insert date) at (location) and will be attended by (staff who will be present).

You have the right to be accompanied to this appeal, you may want to bring someone along who supports you such as your Connexions Worker, Social Worker, leaving care worker etc (delete where necessary).  Or you may wish to bring a friend or relative.

If you have any questions about this letter, please speak to a member of staff.

Yours sincerely

Name

Job Title
LEAP COMPLAINTS / APPEALS SYSTEM 






Admin Use:





Appeal resolved at stage (1-4).............................................  





Authorised by.......................................................... (Signature)..................................................................... (Name)





................................................................................ (Position)   Date...........................................................................





Date...........................................................................








Admin Use:





Complaint resolved at stage (1-4).............................................  





Authorised by.......................................................... (Signature)..................................................................... (Name)





................................................................................ (Position)   Date...........................................................................





Stage 1 – This stage is called informal. If you have a complaint you can talk to a member of staff to see if they can help you to sort the problem out. You can do this in your weekly key work meetings, at house meetings, during your support plan or when staff visit the house, or you can come to the office. (If your complaint is about a member of staff, please go straight to Stage 2). You will need to make your complaint within 6 months of the event you are complaining about.





If you would like to appeal against a decision that LEAP has made for instance a warning or a visitor ban, you will need to do this in writing, within 30 days of the decision being made. Fill in an appeals form and return it to a member of staff, the forms are available from the office or in the house file. You will receive a reply within 10 working days. Your appeal will be looked at by a member of staff that was not involved in the original decision.





Stage 2 - If the matter you are complaining about is not resolved, or if you are unhappy with how it was dealt with or the outcome, you should put your complaint in writing.  LEAP has a complaint form that is available in your house file, from staff, or from the office. You should also fill in a form straight away if your complaint is about a member of staff.





Complete the complaint form and send it to the project manager.  You will receive a reply within 10 working days.





If you need help to complete the form or to explain your reasons for your complaint you can ask someone else who supports you to help you to fill it in.  A member of LEAP staff can also help you to do this if you want them to.





A meeting will be arranged and you can bring someone along to the meeting to support you if you like.





If you were not happy with the outcome of your appeal at stage 1 you can also ask for it to be looked at again at this stage using the complaint form as explained above. 





Stage 3 - If you are not happy with the result of your complaint you can ask for the general manager to look at your complaint and you will be asked to attend a meeting to discuss your complaint. You can bring someone along to this meeting to support you. You will receive a reply within 20 working days.





Stage 4 - The final stage of our complaints procedure is for your complaint to be referred to the Board of Directors.  You will receive a reply within a further 20 working days which will explain to you what will happen next.








If you are still not happy with the way that your complaint has been dealt with you have the right to complain to the Independent Housing Ombudsmen.  If your complaint is about the support that you receive from LEAP and you are not happy with the outcome of your complaint, you can complain to our funders Supporting People.  Every Service User is given information on how to complain to Supporting People during their induction.





Admin Use:





Complaint resolved at stage (1-4).............................................  





Authorised by.......................................................... (Signature)..................................................................... (Name)





................................................................................ (Position)   Date...........................................................................
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