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How we handle complaints about Social Care Wales
Why do we encourage your feedback?

We want to hear when we’ve done well, so we can understand what works and keep doing it. We also want to know if things haven’t gone well or if we’ve not followed our own policies, so we can look in to what happened, learn from it and improve. 
Our approach to complaints is underpinned by our organisation’s values:

Involve People – Our work affects you, so we need to make sure it’s carried out properly. We want to make giving feedback to us as easy for you as possible. This means making our processes easy to find and understandable.
Respect Everyone – We will always listen with an open mind to your concerns and complaints, and be grateful to receive your positive comments, as we value your views. 
Professional Approach – We will be objective about your concerns and follow the process consistently, we won’t take it personally and get defensive. If we’ve made a mistake, we’ll apologise and put it right. 
Always Learning – If things don’t go as planned, we will learn what we can do differently next time. Even if things do go as planned, we’ll still use your feedback to build on it and use the example to improve things elsewhere. 
What does this policy cover? 
The guidelines and process outlined in this document covers good and bad feedback about Social Care Wales, our staff’s behaviour and how we carry out our work, especially whether we’ve followed the law and our own guidelines for carrying out our work. Some examples of this are how we ran an event and whether we followed the rules when investigating a social worker’s conduct. 

This policy also covers complaints to do with our compliance with the Welsh language standards. 

This policy will explain how you can make a complaint and what process we will follow to investigate it and any action we’ll take if we feel we need to.
It also explains how you can appeal if you feel we haven’t managed your complaint properly.

There is a list at the end of this policy of the categories for complaints. 
We have a slightly different policy for handling complaints against our Board members, but you can still contact us first with your concerns and we’ll advise you. 

What doesn’t this policy cover?

Part of our role is to regulate social care professionals in Wales and that means investigating complaints about their conduct. It is a specific process managed by a different policy. If you want to make a complaint about how a social care professional has behaved, please contact a member of our fitness to practise team on 029 2078 0545 or ftp@socialcare.wales  
We also can’t take forward:

· any comments about the laws we work under, for example, the Regulation and Inspection of Social Care (Wales) Act 2016
· any complaints about the quality of social care services you or someone you know receives, or the organisations that provide them

· complaints from students about something that happened on their course or assessment
· appeals against a decision made by a fitness to practise panel at a hearing.
You can find a list at the end of this policy to show who you can contact about the above. 

What principles do we follow regarding complaints?

If we use principles, then we’ll be consistent, even though each case will be different. 
With every complaint we receive, we will look at:

· whether we followed our policies and processes

· whether our staff behaved as we expect them to.
If you tell us one of those things hasn’t happened, then we’ll consider it and put things right if we haven’t met the standards we set ourselves. 

How can you give positive feedback?

You can either tell the member of staff you’re with at the time (if it’s an event or meeting) or you can contact us by email, phone or social media. We’ll always make a note of your comments and pass them on to the relevant team. 
We keep a log of feedback and surveys we undertake so we can learn from good experiences and show what sort of impact our work is having on our customers. 

How can you complain? 

You can contact us by phone, email, social media or by post to complain about our work, processes or staff members. 
We welcome complaints in Welsh and English, and there will be no delay in either language. You can complain to any member of staff, but if they can’t resolve it quickly themselves, they will pass it on to our Complaints Officer. 
We will need to have a written record of your complaint. You can use the form linked to this policy, but a letter or email will be accepted. 

It would be helpful if you include the following information in your complaint:

· area of your complaint

· names of staff involved

· when it happened

· what you’re unhappy about

· what would you like to see done about it

· how you would like us to keep in touch with you about it.
If you prefer to share your complaint with someone over the phone or in person because you can’t or don’t want to write it yourself, we can write it down for you, but we will ask you to check it’s correct in your view before we take it forward. 

We are also happy to work with someone acting on your behalf about a complaint if we’re clear they are supporting you and not just using your name to complain.

What can you expect when you complain?

Sometimes complaints can be resolved quickly – for example, if it’s clear we’ve made a mistake, we’ll apologise and fix it as quickly as possible. We call these types of complaint ‘stage 1’ or ‘quick resolution’. 
We will still log these complaints and ensure we learn from them by reviewing the information about our complaints regularly. 
But some complaints may need longer to consider. Do we need to investigate whether someone didn’t do their job as well as they could or was a policy not followed? 
To confirm that, an independent member of staff (that is someone who was not originally involved in the complaint) – usually the Complaints Officer –  will look at the complaint and our records of the incident / event to see whether the complaint should be upheld (that is, we agree something didn’t happen as it should have). This may include interviewing members of staff and gathering information. This is sometimes called a ‘stage 2’ complaint. 
If this is the case, you will receive an acknowledgement that we’ve received your complaint and what the next step is. We will do this within three days of receiving it. Much sooner if via social media, however we will still need a fuller account of your complaint in writing. 
We will let you know how long we think it will take to fully look in to your complaint (we aim to complete it within 20 days), and if we feel we need longer, we’ll keep you posted. We will always try and complete an investigation as quickly as possible. 

Once the investigation is finished, the Complaints Officer will write a short report to the person in charge of the process complained about – usually a senior manager – with recommendations of what should happen next. 

We will always put our responses to you in writing so you have a record of it, but we are happy to speak to you over the phone or in person if you would like. Whenever we write to you, we will use plain language and not jargon. 

What happens if we uphold your complaint?

The senior manager will write to you to say: 

· if we agree with some or all your complaint 

· apologise for the distress you have experienced

· explain what should have happened 

· explain how we will redress the error.
‘Redress’ means to try and rectify or fix what went wrong. If we agree there was something we could have done better, we will look at how we can stop the issue from happening again, as well as what you said you wanted done about it and offer a proposal to you in our response. 
We can’t offer any financial compensation – however, if you feel strongly this is justified then we will work with our solicitors to find a solution. We will keep you updated while this is happening. 
It could be the complaint relates to the behaviour of our staff and it becomes a disciplinary matter. If it does, we will keep you updated and it’s likely we’ll suspend the complaint process until the disciplinary process is finished. 
…and if we don’t uphold your complaint?

It could be that the policy / process was followed but the outcome wasn’t to your liking. It could also be there isn’t enough evidence to support your complaint or we haven’t received enough information about it to take it forward. 
We must consider the impact on our staff if we take them through a serious investigation process based on what one person claimed happened, so we need to be sure before we proceed or not. You can avoid this by including as much information as possible on your form / written complaint, especially about what you’d like the outcome to be. 
Each complaint we receive will be considered on its own merit and every answer you receive will be specific to your experience, not a generic response.

Can you appeal?
You can ask for a panel to review the way your complaint was handled if you don’t accept the decision or action of the senior manager (Stage 3).  
The review panel will be chaired by the Chief Executive, have an independent senior manager and, in some cases, a member of our Board. 
The panel won’t repeat the investigation process, but they will look at:

· whether the complaints process was followed properly 
· whether the response to the complaint was reasonable considering the circumstances

· any new information available that may affect the original recommendation.
You can make a statement to the review panel, either face-to-face or in writing, to explain why you don’t accept the response to your original complaint.

Once the panel has reviewed all the information, they will decide to either:

· uphold the original decision
· change the decision
· send the complaint back to the senior manager to reconsider the complaint.

The Chief Executive will write to you with the decision of the review panel (normally within 10 working days of the end of the review) and suggestions to settle the complaint. 

Who do you go to if you’re still concerned?
You can take your complaint about us to the Public Service Ombudsman for Wales. The Ombudsman is: “independent of all government bodies and has legal powers to look into complaints about public services and independent care providers in Wales” (taken from https://www.ombudsman.wales/about-us/). 
You can find the Ombudsman’s contact details at the end of this document. 

If you are unhappy with how we have handled your complaint in relation to compliance with the Welsh language standards, please contact the Welsh Language Commissioner’s Office:

Phone: 0345 6033 221

E-mail: post@welshlanguagecommissioner.wales
Welsh Language Commissioner
Market Chambers
5–7 St Mary Street 
Cardiff CF10 1AT 

What is unacceptable behaviour?
We understand it may be frustrating if our complaints process hasn’t given you the response you were looking for, particularly if you have been through a distressing period. 

With that in mind, there may be occasions where a complainant’s actions and behaviour may become demanding, persistent or generally unacceptable towards our staff. 
If this happens, we will explain how we will deal with that behaviour using our ‘unacceptable behaviour policy’. For example, we might:

· only let the person contact certain members of staff and at certain times
· ask for contact to be made through another person (third party)

· ban direct contact between the person and members of staff

· ban the person from visiting our premises or attending our events.
If the behaviour is threating towards our staff or in any way criminal, we will also involve the police. 
We won’t, however, view behaviour as unacceptable just because you may be determined and persistent with your complaint, but we will follow our process for handling it and close it once we can go no further. 
Do we learn from complaints made about us? 

Absolutely. We will record:

· the number of complaints we receive 

· what area of our work they relate to

· how quickly they were resolved
· what we learned from each one. 

We will regularly give this information to our Chief Executive, directors and Board members so they can scrutinise us and see how our statistics compare with other organisations like ours. 
We are funded by the tax payer so we need to make sure our processes are getting value for their money. If we notice a trend with any of our statistics, we will look to see if we should be doing something differently.  

Complaints and your data

We will make a record of your name and contact details when we process your complaint, as well as other personal data that is relevant to your complaint. You can find more information about how we use your data in our privacy notice.  
Who can you talk to about this policy?

If you want to talk about this policy or have a concern and want to speak to someone instead of making a formal complaint, you can get in touch with us in the following ways:

Email: complaints@socialcare.wales 
Tel: 0300 303 3444
Or write to:

Complaints Officer

Social Care Wales

South Gate House

Wood Street

Cardiff CF10 1EW

Include your contact details and we’ll get in touch once we receive your information.

Please note, this policy and complaint form are also available in Welsh.
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Complaint form
You should complete this form if you are dissatisfied with any service provided by Social Care Wales and wish the matter to be investigated further.

Section A
Personal details

First names:
Surname:
Address:

Post code:                                               Telephone number:

What address do you want correspondence sent to if different from above?

Access / Other requirements

If you need to visit our offices, please state in the box below if you require wheelchair access / induction hearing loop / sign language / interpreter / easy English interpreter / personal assistant / alternative format documents / mentor support, or any other requirements:  
Section B

Please give details of the department or person you are complaining about, where appropriate.


First name: 

Surname:
Office address:    

Work telephone number:
















What is your complaint?
	Incident (summary)


	


	Date and time of incident(s)


	


	Key parties (people) involved


	


	Action taken



	


	Full circumstances of the complaint or incident in detail (please continue on a

separate sheet of paper if necessary)



	


	What redress or outcome are you looking for?



	


	What evidence can you provide to support your complaint? For example, policies or procedures you believe haven’t been followed 


	


	Have informal attempts been made to resolve this matter? If so, please provide details


	


Representative details

Do you have a colleague/trade union representative/support worker you wish you to accompany you through the procedure?

First names:
Surname: 
Address:   

Telephone number:

	For official use only




	Registration number:

Date:                                         Main contact:




Categories for complaints and who you complain to 

Social Care Wales related
	Category
	First point of contact 
	Contact details

	Conduct of Social Care Wales staff
	HR Manager
(Rhianon Jones)
	rhianon.jones@socialcare.wales
02920 780692

	Data Protection Act (DPA)/Freedom of Information (FoI) Act challenge or breach
	Data Protection Officer (Kate Salter)
	kate.salter@socialcare.wales
02920 780636

	Delay in processing registration applications / renewals
	Registration Manager
(Dean John)
	dean.john@socialcare.wales
02920 780655

	Equality and diversity concerns
	Engagement and Development Manager
(Abu Askira)


	abubakar.askira@socialcare.wales
02920 780678 

	Welsh language issues
	Strategy and Performance Senior Officer
(Rhian Jones)


	rhian.jones@socialcare.wales
02920 780616

	A registrant who is the subject of a false alert

	Hearings Manager
(Elin Harris)
	elin.harris@socialcare.wales
02920 780643

	Concern about a (hearing) panel member’s behaviour 
	Hearings Manager

(Elin Harris)
	elin.harris@socialcare.wales
02920 780643

	Lost documents
	Data Protection Officer
(Kate Salter)
	kate.salter@socialcare.wales
02920 780636

	Being removed from a mailing list
	Communications Senior Officer
(Bethan Price)
	bethan.price@socialcare.wales
02920 780556

	Issue with social work bursary / PLOF administration 
	Grants Senior Officer
(Ed Jones-Davies)
	edward.jonesdavies@socialcare.wales  
02920 780624

	Concern about social work programme or assessment
	Regulation of Training Manager
(Jayne Cross)
	jayne.cross@socialcare.wales
02920 780602

	Any other concern about Social Care Wales’s policies or staff conduct
	Complaints Officer
	complaints@socialcare.wales
0300 303 3444


Outside Social Care Wales’s power

	Category
	First point of contact
	Contact detail

	Appealing against a fitness to practise panel decision
	(First Tier) Care Standards Tribunal
	0207 960 0660
cst@tribunals.gsi.gov.uk


	Complaint against Social Care Wales’s handling of complaint
	Public Services Ombudsman for Wales
	0300 790 0203
www.ombudsman.wales
ask@ombudsman-wales.org.uk


	Complaint about handling of Data Protection Act / Freedom of Information Act request
	Information Commissioner’s Office
	ico.org.uk/make-a-complaint/
0303 123 1113

Information Commissioner's Office
2nd floor
Churchill House
Churchill way
Cardiff CF10 2HH

Tel: 01625 545297
Email: wales@ico.org.uk              
Map and directions

More about our Wales office


	Conduct of a Social Care Wales Board member
	Social Care Wales’s Board Secretary
(Llinos Bradbury)
	02920 780540
llinos.bradbury@socialcare.wales


	Complaint about a care home or social service department

(Wales only)
	Care Inspectorate Wales
	careinspectorate.wales/contact-us/raise-concern
0300 7900 126
Email: CIW@gov.wales
Care Inspectorate Wales
Welsh Government
Rhydycar Business Park
Cardiff CF48 1UZ

	Comments about laws in Wales relating to social care and social care regulation
	Local Assembly Member
Local MP
	senedd.assembly.wales/mgFindMember.aspx
www.parliament.uk/get-involved/contact-your-mp/
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