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AGE CONCERN HARLOW 
COMPLAINTS PROCEDURE
This policy will be reviewed by the Board of Trustees every two years at the AGM. 
                                                                                                      Date of Next review: 2023
We aim to provide the best possible service to older people and their carers in and around Harlow. However, we recognise that from time to time we may get it wrong. The purpose of this Complaints Procedure is to provide a framework within which complaints can be identified and dealt with promptly, fairly and consistently.
Key Principles
· All complaints will be dealt with in a fair, competent and timely manner.
· Confidentiality will be upheld whilst reporting, recording and investigating a complaint.  
· Age Concern Harlow considers it important not to dismiss the severity of concerns or ignore complaints and comments.  

How to Make a Complaint
1 Most concerns or complaints can be sorted out straightaway with members of our staff who will listen carefully to what you have to say. 
2 If you feel that the matter has not been dealt with satisfactorily on an informal basis, you should communicate your complaint to the Chief Officer. 
3 If you wish to make your complaint directly to the Chief officer, follow step 4 below
4 This may be done by a direct approach or in writing.You may use the assistance of a friend or relative to make your complaint.
5 Any written complaint will be acknowledged in writing within ten working days.  
6 The Chief Officer will carry out an investigation into the complaint.
7 The Chief Officer will inform the Chair of the Board of Trustees of any complaint received, progress of any investigation and the decision reached.  
8 The outcome of the investigation, together with any corrective action to be taken, if appropriate, will be communicated to you by the Chief Officer. This will be done within six weeks of the date of the initial complaint. 

Staff Involved in a Complaint
We will ensure that any staff involved in a complaint are treated fairly. We will inform them immediately and fully of any complaint made against them and give them the opportunity to respond. They will be kept informed of the progress of the investigation and informed of the outcome.

Appeal
Ifyou are unhappy with the outcome of the investigation, you may lodge an appeal in writing to the Chair of the Board of Trustees.
The Chair of the Board of Trustees will consider and respond within four weeks from the receipt of the request to appeal.  
The decision of the Appeals Panel will be final.

Responsibilities
All members of the Board of Trustees, paid staff and volunteers, will familiarise themselves with this procedure and be aware of theirresponsibilities.  
The Chair of the Board of Trustees will keep a log of all complaints received indicating: 
a) Name of complainant; 
b) Date received;
c) Action taken; 
d) Date result notified to member; 

Reviewing & Using Complaints
The Board of Trustees will review complaints every two years to identify any trends and consider action to improve the service.  




Please write or telephone with details of your complaint to:
The Chief Officer
Age Concern Harlow
The Leah Manning Centre
Park Lane
Harlow
CM20 2QJ

TEL: 01279 415553

The Appeals Panel can be contacted by writing to:
The Chair of the Board of Trustees
Age Concern Harlow
The Leah Manning Centre
Park Lane
Harlow
CM20 2QJ
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