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Every client has the right to complain or express any concerns they may have in regard
to services provided by the Basement Project.

The Complaints Procedure is discussed with the client and information given about
the process during the Client Induction / Assessment with the use of the complaints
flow chart. Copies of both are offered to the client (see Appendices | and Il) at the
Induction stage.

Formal complaints received are recorded via a completed incident report (Appendix
[Il) and retained for future reference. Individual risk assessments are amended if as
appropriate.

Verbal complaints are recorded in the individual file of the client and stored on the
Inform database. The Support Worker then brings the issue raised to the attention of
their line manager which in the case of Support Workers is the Operations Manager.
Actions to resolve the complaint are recorded on the summary sheet in the Central
Log (Appendix IV). A formal complaints procedure would follow if necessary.

See also: Client Involvement Policy
Central Log
Employee Handbook
Volunteer Policy
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APPENDIX |

General Comments & Feedback

As a user of our service, it is important that you are happy with the support and help
provided and we welcome all feedback.

We would like to know if our service was valuable to you, what worked well and if there
is anything which we could improve. It also supports our work with funders and
statutory providers to understand our service from your perspective.

If you have anything you would like to say about the service you receive, or have
received, please complete the enclosed feedback form and hand it in a sealed
envelope to one of the team at the project or post it to the address shown below.

Private and Confidential

FAO: The Operations Manager
The Basement Project
Hanover House

1 Hanover Street

Bromsgrove

B61 7JH

You do not have to disclose your name and address on the form, but if you want a
specific response to your comments, we will need that information.

If you prefer to say what you think verbally, please talk to a member of team about
your comments or concerns. They will make a record of your conversation and ask if
you would like a response.

This form is not for a formal complaint. If you have a complaint, you must follow the
complaints procedure included in your induction.
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APPENDIX Il

Formal Complaint Procedure

As a user of our service, it is important that you are happy with the support and help
provided. If for any reason you feel you are not happy with anything related to our
service, you have the right to complain and let us know what your concerns are.

The following explains how to make a complaint and what you can expect to happen
when you do. If you are unsure of any of this, please ask and we will be happy to
explain.

You do not have to give your name if you don’t want to, however if you would like a
response from us you will need to give us your details

You have a Complaint

Verbal Complaint (A)

Verbal Complaint (B)

You can talk to our Operations
Manager

You can call the Basement on
01527 832993 giving your details
and your complaint

Written Complaint

The Operations Manager will
record what you have said and
ask if you would like a response

You can have a copy of what is
recorded

The person who has taken
your call will ensure your
contact details and
complaint are passed to the
Operation Manager

The Operations Manager will review your

complaint with the CEO

Write down your concerns and
send it to:

The Operations Manager
The Basement Project
Hanover House

1 Hanover Street
Bromsgrove

B61 7JH

The Operations Manager will write to you within 14 working days responding to your complaint

You will be written to again, by the stated date, with the
outcomes of any actions being taken as a result of your

complaint
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APPENDIX Il Complaint / Incident Report Form

(Brief details of the date and
_ the names of people involved
Section A in the incident)
Date:
Job
Your Name: Title:
Name of the
client(s) 1 2
Additional:
Did you witness the incident personally? YES
NO
\ Section B \ (Incident details)

Name of the person who informed you of
/ witnessed the incident (if not yourself):

Job Title:

Date Incident Occurred:

Day:

Time (if known):

Incident Details (brief description of what happened)

AM

PM
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Is there any additional information attached?

Can you link to individual risk assessment?

NO

REF
YES NO

NO*

*(please updat

e risk factor report appropriately)

YES

Details as detailed on
the risk :

Danger:

\ Section C

| (Action taken, Checklist)

Risk Assessment form(s) updated and / or cross-referenced

Incident Logbook completed

Line Manager informed

Appropriate agencies or persons informed

Additional information attached

v Date Initials

I
I

\ Section D

‘ (Actions or follow-up notes - to be completed by Line Mgr. or Project Mgr. |
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APPENDIX IV

SUMMARY SHEET OF COMPLAINTS

Name of Staff taken complaint...................cooiiiiiiiii e,

Description of Complaint Actions taken

Line Manager signature

Worker signature

Name of Staff taken complaint............................ccceiinian.

Description of Complaint Actions taken

Line Manager signature

Worker signature

Name of client........ ..o e,

Name of Staff taken complaint...........................cccoviiinian.

Description of Complaint Actions taken

Line Manager signature

Worker signature

Page 6 of 6



