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EXPECT GROUP OF COMPANIES 

Complaints, Compliments and Suggestions 
Scope 

 
This document describes staff's responsibilities when receiving a complaint and the process 

of investigation by managers, recording and feedback to enable Expect to improve their 

services. 
Related Expect Documents 

MA002a Complaints Guidance Trifold 
MA002b ‘Have Your Say’ Record of Compliment, Comments and Complaint 

MA002e Complaints Notice 
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EXPECT GROUP OF COMPANIES 

COMPLAINTS, COMPLIMENTS AND SUGGESTIONS 
 

 AIMS 

 All complaints are dealt with quickly and effectively. 

 The CEO and Trustees are kept informed about compliments and 

complaints. 

 Compliments, suggestions and complaints are actively use to monitor and  

improve the services provided by Expect. 

 

 STANDARDS OF EXCELLENCE  

 All Service Users and their relatives are given information on how to 

complain or make compliments and suggestions. 

 All complaints, compliments and suggestions are recorded and used to: 

• Tell us what is working; 

• Help identify potential service problems; 

• Help identify risks and prevent them from getting worse; 

• Highlight opportunities for staff improvement; 

• Provide the information we need to review our services and  

procedures effectively. 

 Verbal complaints are to be treated no less seriously than written complaints. 

 All complaints from Service Users, relatives, visitors or external 

organisations or are dealt with in the same way. 

 All complaints are recorded and acknowledged within 2 working days.  

 All level 2 complaints are investigated and outcomes reported to the 

complainant(s) within twenty eight days, unless exceptional circumstances 

prevent this. 

 All staff are trained in dealing with complaints. 

 All complaints are recorded and monitored by a designated senior manager 

who forwards this information to the trustees of Expect on request. 

 Where necessary all relevant statutory bodies are kept appraised of issues 

raised. 

 The complainant shall receive any responses in a format appropriate to their 

needs. 

 Service Users are supported to complain about external agencies following 
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the agencies complaint procedures. 

 Staff are aware that the Complaints procedure is not used for grievances 

 Staff are aware of when to implement the safeguarding adults procedures 

 This complaints procedure can be reproduced in different formats and 

languages as necessary. 

 

 DEFINITION OF A COMPLAINT 

3.1 Any comment shall be viewed as a complaint when it is detrimental to the 

individual, service or the organisation. 

3.2 A complaint shall be deemed to have been made where, an adverse 

comment, implication or criticism is received verbally or in writing. 
 

 MAKING A COMPLIMENT OR SUGGESTION 

4.1 A compliment may be expressed by a person who is happy with any part of a 

service they receive. All compliments received are acknowledged and 

shared with the staff/department named and recorded on computer data 

base. 

4.2 Suggestions and compliments will be brought to the attention of the CEO 

and discussed at senior managers meetings. 

 
 MAKING A COMPLAINT 

5.1 Managers shall ensure that information on how to make a complaint is 

displayed in the service (MA002e), and/or individuals are provided with a 

copy of "How to Make a Complaint Comment or Compliment" (MA002a). The 

address of the social services office, shall be contained within this guidance. 

5.2 The person receiving a complaint shall: 

• bring to the attention of the complainant the guidance on making a 

complaint.  

• where the complaint is verbal, record a brief description of the complaint 

using the complainants own words on the "Have Your Say" Form (MA002b). 

5.3 Service Users making a complaint shall be supported and assisted, without 

prejudice, in availing themselves of local advocacy services, if they so 

choose.  
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5.4 Verbal complaints that can be resolved immediately by the manager or 

person on duty shall be dealt with quickly and efficiently. Except, where 3 

complaints of a similar nature have been made in any 12 month period. 

These type of complaints must be forwarded immediately to the Service 

Manager for Policy at Head Office. 

 

 RECEIVING COMPLAINTS 

6.1 A staff member receiving a written complaint shall immediately refer it to 

their line manager who shall record the complaint on a "Have Your Say" Form 

(MA002b) and forward this to the Head of Operations, together with the 

original letter or statement of issues raised. 

6.2 Where a complaint is considered to be of a serious nature, the Head of 

Operations will then inform the CEO.  

 

 ACTIONING COMPLAINTS 

7.1 STAGE 1: As soon as a complaint is received, the person receiving it shall 

attempt to sort it out there and then, either by providing information or taking 

any appropriate action.  Should the member of staff believe an adult 
protection issue has been raised they MUST immediately inform their line 

manager or Head of Operations who will if necessary, make a referral to the 

Safeguarding Adults team.  

7.2 In ALL cases, the person receiving the complaint shall ensure a “Have Your 

Say” form (MA002a) is completed recording details about the complainant 

and their complaint and if the complaint was resolved or not.  If resolved at 

Stage 1; forward the form with any attachments as in 7.1 below.  If not 

resolved continue to Stage 2. 

7.3 STAGE 2:  If the complainant is not satisfied at stage 1, then the 

complainant must be informed they can take their complaint further by 

speaking or writing, (if they have not already done so) to the Head of 

Operations for the service. 

7.4 The Head of Operations shall ensure a letter is sent to the complainant 

stating, what Expect will do and how long it will take to investigate and 

resolve, (this is normally 28 days). 
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7.5 The Head of Operations shall ensure an investigating officer is appointed 

and ensure all details relating to Stage 2 of the complaint are recorded on 

the “Have Your Say” form MA002b, attaching any letters, notes or 

documents as appropriate. 

7.6 The Investigating Officer shall: 

• fully investigate the complaint  

• gather relevant information surrounding the issues raised by the 
complainant, including where applicable:  

 notes made whilst speaking with the complainant 

 witness statements (e.g.: staff on duty, Service User, Service User 

representative) 

 suspension letters/management statement of case, where issues 

raised result in disciplinary action 

 copies of all care plan documentation 

 photographs 

 rotas, menus, other local records 

 external correspondence (e.g: GP, Social Worker, other Professionals) 

 recurring similar complaints 

7.7 Once the investigation is completed the investigating officer shall liaise with 

the Head of Operations to make a decisions to either uphold or not uphold 

the complaint based on the evidence gathered. 

7.8 The Head of Operations shall ensure a letter is sent to the complainant 
detailing: 

 the outcomes of their complaint. 

 the outcomes of the investigation and offering the opportunity to meet or 

discuss the outcome. Where the complainant is a Service User, ensuring 

adequate support and assistance is made available. 

 The process the complainant must follow within ten days if they wish to take 

the complaint to stage three, if they are not satisfied with the outcome. 

7.9 If resolved at Stage 2; forward the "Have Your Say" form with any 

attachments as in 7.1 below. If not resolved continue to Stage 3. 

 

7.10 STAGE 3: The Head of Operations shall ensure that where a complainant is 

not satisfied with the outcome of Stage 2, they have the opportunity to 

request that the CEO looks into their complaint.  This must be done in 
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 writing  within 10 days of receiving the Stage 2 outcome.  

7.11 The CEO will investigate the complaint and give the complainant a full 

response within 28 working days. 

7.12 If after the Stage 3 investigation the complainant is still not satisfied they 
must be advised that they can contact Social Services: Merton House, 

Stanley Rd, Bootle L20 3DL, or for services funded by Liverpool city Council 

they can call Careline on 0151 233 3800. 

 
 DOCUMENTATION 

8.1 The Investigating Officer shall ensure that within two working days of 

completion of the investigation and where the complainant has been 

satisfied that: 

 all the relevant documentation is forwarded to the relevant manager. 

 the “Have Your Say” form MA002b is completed indicating the stage at which 

the complaint was resolved and forwarded to the Service Manager for Policy 

with all attachments.  

 
 EVALUATION & MONITORING OF COMPLAINTS 

9.1 The Head of Operations shall ensure, they review any complaints, actions 

taken, compliments, comments or suggestions made and record their 

observations. 

9.2 The Service Manager for Policy shall ensure that compliments, comments 

and complaints data is compiled and made available to the trustees of 

Expect at their scheduled meetings. 

9.3 The trustees of Expect shall ensure that they review the compliments, 

comments and complaints data fully at Expect’s AGM. 
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