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PROMOTING A COMPLAINT-FRIENDLY 

ENVIRONMENT 

Complainants shall enjoy the freedom to raise concerns without apprehension of 

retaliation and will be treated courteously, respectfully, and empathetically. GGW Care will 

ensure that the process of registering complaints and receiving feedback aligns with the 

Accessible Information Standards, presented in a format comprehensible to Service Users. 

ENGAGING AND SOLICITING SERVICE 

USER INPUT 
BeeAktive will actively pursue opportunities to gather input from Service Users and 

stake holders. It wi II uphold sensitivity, integrity, and p rofessiona I ism.extending 

compassion. courtesy, and respect to those who express complaints or provide 

suggestions.Confidentiality rights of Service Users will be safeguarded. GGW Care will also 

ensure the availability of alternative communication methods, ensuring accessibility for 

Service Users facing communication challenges or utilizing non- English languages. 
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ACl<NOWLEDGING THE CHALLENGE OF 

DISTINGUISHING COMPLAINTS FROM CONCERNS 

GGW Care acknowledges the complex
i

ty of differentiating between complaints and 

concerns, thus adhering to this policy whenever discontentment with the service surfaces. 

COMPREHENSIVE RECORD-l<EEPING AND TRANSPARENCY 

Every received complaint, irrespective of severity or mode of communication, will be 

meticulously documented. This approach fosters a culture of openness and transparency in 

addressing concerns at the earliest stage for swift resolution. Complaint records will also find 

a place in the Service User's Care file and be reported in accordance with contractual or 

regulatory obligations. 

ADDRESSING SAFEGUARDING APPREHENSIONS 

In instances where a complaint or concern pertains to actua I or potentia I ha rm to a Service 

User, GGW Care will align with its Safeguarding Policy and Procedures, supplementing the 

complaints protocol. It wi II seek cou nse I and gu ida nee from the Safeguarding Adu Its team, 

escalating concerns as per established procedures. Additionally, GGW Care will fulfill its 

statutory duty by notifying CQC. 

AUGUST 2023 - AUGUST 2024



Complaints, Suggestions & Compliments Policy I 07 

ROLES AND DUTIES FOR ALL STAFF MEMBERS 

It is acknowledged that every staff member within GGW Care might encounter an individual seeking 

to voice a concern or complaint at any given time. Hence, staff members shou Id possess the ability to 

manage such situations sensitively, methodically, and promptly. 

To achieve this, staff members should: 

Receive comprehens
i

ve training during their induction and periodically thereafter to ensure a deep-s eated 

and refreshed understanding of the complaint procedure. 

Have ready access to the complaint procedure. 

Be granted the opportunity to introspect and learn from complaints as a means of fostering quality care 

development. 

Recognize that any unsettling feedback from Serv
i

ce Users or their representatives requires swift resolution, 

whenever possible, to meet their contentment. Mecessa ry updates to Ca re Pia ns sha II reflect the intended ca re 

changes, with the Registered Manager being duly informed of the feedback. Meglecting this could potentially 

resu It in a formal complaint. 

Be explicitly informed that the moment a complaint is presented, immediate escalation to management 

becomes imperative. Purposely with holding or concealing concerns voiced by Service Use rs or their 

representatives may lead to disciplinary actions. 
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The management team at GGW Care shou Ide rs the responsibility of ensuring 

adherence to this policy, regulatory compliance, improvement strategizing, and 

establishing mechanisms for relevant reporting and information dissemination 

concerning complaints. 

This team acts as the primary point of contact for receiving, investigating, and 

handling complaints within GGW Care. However, this authority may be delegated 

to a senior staff member who possesses the requisite experience, knowledge, 

and competencies to investigate and manage complaints effectively. 

GGW Care will ensure the procedure for raising a complaint is readily 

accessible and prominently displayed on the GGW website, within Service 

User materials and guides. Provision for alternative languages and formats 

should be available upon request. 
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COMPLAINTS PROCEDURE:
In instances where a complaint or concern pertains to actual or potential harm to a Service User, GGW Care will 

align with its Safeguarding Policy and Procedures, supplementing the complaints protocol. It will seek counsel 

and guidance from the Safeguarding Adults team, escalating concerns as per established procedures. 

Additionally, GGW Care will fulfill its statutory duty by notifying CQC.
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Complaints pertaining to Service Users will be archived in their care records for reflection on 

recommendations. 

Telephone-based complaints will be logged with date, time, and written follow-up for discussed 

areas. 

In c ases implying potential Service User abuse, safeguarding protocols will align with loca I 

authority expectations and regulatory notifications. 

Complaints shared for ed ucationa I purposes wi 11 be a nonym ized to protect Service User identity. 

24/7) 

HELP! 

I 
____) 

***** 

THANKS! 
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INVESTIGATIONS APPROACH: 

0 f) EXAMINING THE 

FACTS 

EVALUATING 

EVIDENCE 

SCRUTINIZING 

RECORDS 

CONDUCTING 

INTERVIEWS WITH 

INV OLVED PARTIES 

Advice and support, if needed, will be sought from senior managers. The investigation 

should ideally be conducted by an impartial staff member possessing the necessary 

expertise and authority to ensure thoroughness, and not directly linked to the incident. 

CONFIDENTIALITY AND DISCIPLINARY ACTIONS 
Confidentiality will be upheld, respecting organizational confidentiality policies and 

relevant codes of practice. If a complaint investigation leads to staff disciplinary 

measures, the complaint will persist, though the outcome specifics and ongoing 

inquiries will remain undisclosed. 
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Information Regarding Complaints for Service Users: 

INTRODUCTION: 
We prioritize delivering quality care across all services and value your feedback in maintaining consistent 

service excellence. Should you encounter dissatisfaction with our services, please communicate your concerns. 

Suggestion Submission: 

Beyond formal complaints, we welcome suggestions for improvement from service recipients and their 

associates. To share suggestions: 

- Approach the Manager or Deputy

- Utilize provided comment/suggestion boxes

- Send suggestions to Mary Monovis, Registered Manager, GGW Care, Capital Business Centre, 22 Carlton Road,

Cr2 OBS. 

Making a Complaint: 

Our commitment is to address complaints promptly, effectively, and equitably. Every complaint is taken 

seriously, aiding service enhancement. Confidentiality is upheld, and services will not be affected due to 

complaints. 

Eligible Complainants: 

Anyone affected by GGW Care's service may file a complaint. A representative can act on behalf of the affected 

person if they're deceased, incapacitated, or have granted consent. 
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COMPLAINT SUBMISSION METHODS: 

Complaints can be lodged: 

- In person

- Via telephone

- Through staff members

- With an advocate or representative

- Through written correspondence (letters or emails)

Anonymous Complaints: 

Complaints, Suggestions & Compliments Policy I 20 

Anonymous complaints undergo the same process. Providing contact details allows updates on investigation 

outcomes. 

Responsibility: 

The Registered Manager oversees all service-related complaints, offering support, guidance, and accessible 

complaint procedures. 

Complaint Handling: 

The Registered Manager or GGW Care may delegate investigation to a senior management team member. 

We acknowledge complaints within 3 working days, providing the investigator's details. 

Progress Updates: 

Investigation progress is communicated, and complaints are ideally resolved within 28 working days, unless an 

alternative timeframe is agreed upon. 
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Anonymous complaints undergo the same process. Providing contact details allows updates on investigation 
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Progress Updates: 

Investigation progress is communicated, and complaints are ideally resolved within 28 working days, unless an 

alternative timeframe is agreed upon. 

Outcome Discussion: 

Upon investigation completion, an outcome discussion is arranged, detailing findings, actions taken, and proposed 

resolutions. 

Time Limits: 

Complaints should be raised as soon as possible. Delays may affect investigation feasibility, but valid reasons are 

considered for delays. 

Escalation and External Support: 

If dissatisfied with the service's handling, contact the Registered Manager or Local Authority Complaints Team. 

For unresolved complaints, the Local Government and Social Care Ombudsman offers an independent review. 

GGW Care is regulated by the Care Quality Commission, open to service-related information. 
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Visit us at ... 

www.ggwco1e.com 
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