HOW TO MAKE A COMPLAINT
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What is a complaint? 
A complaint is a way of telling someone when you feel unhappy about a service you receive.
This may happen because…
· We do something in the wrong way
· We don’t do something that should have been done
· We do something that should not have been done

Who can help me to make a complaint?
· [image: ]A family member or friend
· A carer
· An advocate


What should I do if I am unhappy?
[image: ]If you are unhappy it is important to TELL SOMEONE and so they can hopefully help to put things right and ensure that you are happy again. You could first speak to you support worker or if you feel you cannot do this then you should contact the Operations manager – Leanne Tunstall on 01977 640333.


[image: ]What happens next?
· We will try and put things right
· We will explain why things went wrong
· We will try and make things better
All complaints/concerns will be investigated and acknowledged within 2 working days and a response will be made within 28 days. 

If you are still unhappy?
[image: ]If after this process you still feel unhappy or that nothing has changed you could contact your local authority or the Care Quality Commission inspectors.

HOW TO CONTACT CQC:
CARE QUALITY COMMISSION
CITYGATE
GALLOWGATE
NEWCASTLE UPON TYNE
NE14PA
TEL: 03000 616161

LOCAL AUTHORITY CONTACT:

Wakefield Council Family Services
Complaints and Representations 
County Hall 
Bond Street 
Wakefield 
WF1 2QW 
Tel: 01924 302840
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Our promise to you…
· [image: http://cliparts.co/cliparts/8i6/8RE/8i68REp6T.jpg]Ensure you are treated fairly and you receive appropriate support throughout the complaint  
· When mistakes happen we will acknowledge them, apologise, explain what went wrong and put things right quickly and effectively
· Ensure that we listen and learn from what you say if you complain about services. 
WE WANT TO ENSURE THAT YOU ARE HAPPY WITH OUR SERVICE 
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