City Family Community Interest Company
Complains and Partnerships Procedure PR6

PR6 Complaints and Working in Partnership

PR6.1 Working in Partnership with families and other agencies

City Family CIC believes that families should be central in all services provided
directly. They are involved in all aspects of their child’s care and development; their
views are actively sought and they are actively involved in the running and
developing of services.

City Family CIC work in partnership with local and national agencies to provide
services and to promote the wellbeing of all children.

Families

° Families are provided with written information about City Family CIC and its services,
including information about the organisation’s safeguarding processes.

° Families are made to feel welcome by services.

° Every effort is made to ensure services are accessible for families with individual
additional and specific needs.

° The expectations that City Family CIC Services make on families are made clear at
the point of registration.

° There is sufficient opportunity for families to share necessary information with staff and
volunteers and this is recorded and stored to protect confidentiality.

° Services are provided in a flexible way to meet the needs of families.

° There are effective means for communicating with families on all relevant matters and
there is a complaints procedure which is referred to when necessary.

° Every effort is made to support families who have English as an additional language
(EAL).

° Information about a child and his or her family is kept confidential within the

organisation. The exception to this is where there is cause to believe that a child may be
suffering, or is likely to suffer, significant harm, or where there are concerns regarding child’s
development that need to be shared with another agency. Parental permission will be sought
unless there are reasons not to in order to protect the safety of the child. Reference is made
to the Data Protection Policy PR7 and Safeguarding Procedure PR1 on seeking consent for
disclosure.

° Families’ views are sought regarding changes in the delivery of services.

° Consultation with families is a continuous process which supports decision making and
the further development of the organisation and its services.

° Families are actively encouraged to participate in decision making processes about
services being delivered.
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PR6 Standard Partnership with Parents and other Agencies

PR6.2 Complaints procedure

Parents or other agencies engaged with services may feel unhappy about an aspect of
the service being provided. There is a fair way of dealing with issues as they arise in an
informal way, but users may wish to exercise their right to make a formal complaint.
They are informed of the procedure to do this, and complaints are responded to in a
timely way. Agencies working with City Family CIC may also have a grievance or
complaint to make. They are informed of the procedures and complaints are responded
to in a timely way.

Complaints

° If a parent or other service user is unhappy about any aspect of their contact with the
organisation or how they feel they have been treated, they should discuss with the member of
staff they have been dealing with. The staff member will listen to the complainant and
acknowledge what they are unhappy about. They will offer an explanation and an apology if
this is appropriate. The issue and how it was resolved is recorded.

° If the complainant is not happy with the staff member’s response or they wish to
complain about the staff member or other staff, they will be directed to a Project Lead. Some
will want to make a written complaint; others may wish to make it verbally, in which case the
Project Lead will write down the main issues of the complaint using the form from the
Complaints Record and keep it on file.

° The Project Lead will investigate the complaint and provide time to feedback to the
parent/service user within 28 days. A written report of the investigation is kept on file.
° If the complainant is still not satisfied, or if the complaint is about the Project Lead, they

are asked to forward their complaint verbally or in writing to the Managing Director.

° The investigating person (Senior Team member or Project Lead) completes a record
of the investigation in the Complaints Summary Record log.

° If the complainant is still not satisfied, they are entitled to make a complaint to the Chief
Executive Officer. A member of staff, unconnected with the family/case will assist in any
complaint investigation as well as produce documentation that records the steps they took in
response to the original complaint.

A record of complaints will be kept for at least 3 years.
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Complaints from other agencies

. If an individual from another agency wishes to make a formal complaint about a
member of staff or any practice of City Family CIC, it should be made in writing to the Project
Lead.

. The complaint is acknowledged in writing within 10 days of receiving it.

. The Project Lead investigates the matter and meets with the individual to discuss the
matter further. This takes place within 28 days of the complaint being received. An agreement
needs to be reached to resolve the matter.

. If an agreement is not reached the complainant may refer in writing, to the Chief
Executive Officer, who acknowledges the complaint within 5 days and reports back to the
complainant within 14 days.

. If the complainant is still concerned the complainant is referred to the Board of
Directors.
. A complaint from an agency is recorded in a complaints file held separately but the

result of the investigation is recorded in the Complaints Summary Record log
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