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1. Introduction

Macc aims to provide its members, organisations and individuals with the best possible
service. However, we recognise that from time to time there may be occasions when users of
our services feel that the quality or level of service provided falls short of what you could
reasonably expect.

The purpose of this procedure is to ensure that any organisation or an individual who uses
Macc services has the right to make a complaint, and that the complaint is investigated and
responded to within a realistic period of time.

Macc encourages individuals to comment, make compliments or to complain about the
service they receive, so that improvements can be made. Macc will not victimise anyone for
making a complaint or comment.

Anonymous complaints will not be considered.

2. Informal complaints

It is always better to resolve problems quickly and as near to the source of the problem as
possible. So it is helpful to discuss the complaint fully with the person concerned, or with their
manager. Please feel able to discuss any concern as soon as possible with the person you
have been dealing with at Macc. They will deal with your enquiry promptly, and do their best
to put things right.

All members of staff are aware that at times things can (and do) go wrong and staff are
encouraged to deal with such matters. In most cases this should be sufficient to sort the
matter out.

The Macc staff member responding to the complaint should offer the complainant the chance
to discuss the issue privately, and hopefully it will be resolved at this stage.

The Macc staff member should record that an informal complaint has been made using the
Informal Complaints Form, which will note the outcome.

If the complainant needs additional support to make comments and participate fully in the
process, then the Macc staff member will source that support.

3. Formal complaints

If you are not satisfied with the outcome of the informal complaint process, or if the complaint
can’t be dealt with on an informal basis, or if you wish to speak to someone in authority or
who is not directly involved with the complaint, you should address your complaint to the
Chief Executive of Macc, by telephone or in writing.

Any formal request for a complaint to be investigated should be made as soon as possible,
when the events are fresh in the mind, and in any case, no later than six months from the
date you became aware of, or ought reasonably to have become aware of, the subject of the
complaint. This should give adequate time for you to have considered your complaint, and for
all relevant facts to remain fresh. Beyond this time we cannot guarantee that people and
papers involved will still be available.



The Chief Executive will acknowledge in writing the receipt of any complaint. This will include
a summary of the nature of the problem as discussed. This will be done within 7 days.

The Chief Executive will undertake to investigate the circumstances leading to the complaint

If the complainant needs additional support to make comments and participate fully in the
process, then the Chief Executive will source that support

The complainant will be kept informed at each part of the process, of the progress of the
investigation.

The Chief Executive will record that a formal complaint has been made using the Formal
Complaint Form, which will note the outcome.

The Chief Executive will communicate the results of the investigation to the complainant
within a reasonable time - normally 21 days.

A more complex investigation might require more time. If the complaint is found to be justified,
the Chief Executive will agree any necessary further action with the complainant.

The Chief Executive will inform the Trustees (Macc Board) about any complaints and any
actions taken.

If a complaint against a Macc staff member is upheld, it may invoke the disciplinary
procedure; this is an internal Macc process.

4. Complaint about the Chief Executive or a Trustee
If the complaint is about the Chief Executive or a Trustee, the complaint should be sent to
Chair of the Board of Trustees marked Private and Confidential:

Mr David Brown
48 Belper Walk
Gorton
Manchester
M18 8AZ

The Chair will respond to you in writing:
1 acknowledging receipt of your complaint

2 setting out the timescale for investigation and response (normally be 14 days)
3 advising you if the Chair has chosen to appoint another member of the Macc Board of
Trustees to undertake the investigation

Following investigation, you will receive a written response offering proposals for actions to
resolve the complaint.

5. Appeals process



If you are not satisfied with the response to your complaint, you may appeal the matter can by
writing to the Chair of the Macc Board of Trustees. This must be done not later than 28 days
from the date of the response to the original complaint.

The Chair will convene a special Review Panel. This will consist of two members of the Macc
Board of Trustees and one independent person from another voluntary sector organisation.

The Review Panel will meet within 28 days of notification of the appeal and will look at the
whole complaint, including any action which has been taken so far. The Review Panel will
invite you, if you so wish, to speak to the panel. You may have somebody present to support
you or to speak on your behalf. This person must not be a member of Macc’s staff or a
Member of the Board of Trustees. If the person you wish to bring is a lawyer, solicitor or other
legal advisor, you must inform the Panel of this in advance.

The decision of the Review Panel is final and you will be informed of the Trustees’ decision in
writing. Another format can be used if you have communication needs.

6. Safeguarding issues
If a complaint is made which involves a Safeguarding issue, then the Macc Safeguarding
Policy takes precedence.

7. Comments and compliments
Macc welcomes positive and constructive feedback from people who use our services.

Individuals and organisations wishing to provide compliments and/or constructive comments
may do so by sending details directly to the individual concerned, or to the associated team
Manager. Individuals should ensure that they take this feedback to their subsequent
supervision or appraisal meeting. The Manager should ensure that details of any
compliments/comments are passed on to the Chief Executive for compilation in our quarterly
report to the Board of Trustees to enable the positive behaviours raised in the compliment to
be looked at to be replicated elsewhere and so improve Macc’s practice.

Where constructive comments have been raised, the individual should discuss this with their
line manager at the supervision or appraisal meeting, exploring the possibilities of changing
their practices to improve the area/s concerned. A record of this should be made on the
relevant supervision form, detailing action points and future monitoring. Following the
meeting, the Manager should write to the person who made the comment thanking them for
their feedback and stating the actions which have been agreed.

8. Equality and diversity
The Macc Complaints, Compliments and Comments policy will be administered in line with
the Macc Equality and Diversity Policy.

Anyone submitting a Complaint, Compliment or Comment is asked to supply standard
equality and diversity monitoring information. This enables Macc to identify whether our
practice needs to be adjusted to improve our services for any parts of the community.



Macc informal complaint form CONFIDENTIAL

Name of complainant:

Date of complaint:

Address:

Telephone no:

Email:

Nature of complaint (to include how the complaint was made and to whom):

Agreed action:

QOutcome:

Signature of complainant:

Date:

Signature of Macc
representative dealing with
complaint:

Date completed:




Macc formal complaint form CONFIDENTIAL

Name of complainant:

Date of complaint:

Address:

Telephone no:

Email:

Nature of complaint (to include how the complaint was made and to whom):

Investigation undertaken:




Agreed action:

Outcome:

Signature of complainant:
Date:

Signature of Macc
representative dealing with
complaint:

Date completed:




Policy Checklist
Complaints, Compliments and Comments

Date first adopted: 8" June 2006

Date of review | Amendments/Updates made Reviewed & | Proposed
accepted as | next review
is date

8™ August 2010 v 8™ August

2011

August 2011 v August 2012

16™ June 2013 Policy amended to reflect volunteering June 2015

roles in the organisation

02/06/2014 Amended following Board discussion to June 2015

include compliments and comments and
commitment to equality and diversity
monitoring.




