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Policy 
Life Change Care Limited believes that if a child or staff member, or a 3rd party wishes to make a comment, register a complaint or pass on a compliment, they should find it easy to do so.  It is the Company Policy to welcome comments, complaints and compliments and to look upon them as an opportunity to learn, adapt, improve, and provide better services.  This policy is intended to ensure that complaints are dealt with properly and that all comments and compliments made by a child, their relatives, or staff or by a 3rd party are taken seriously. In accordance with Regulation 39 and Regulation 7 (2)(b)(ii) + (c) + (d)(ii) of the Children’s Homes (England) Regulations 2015. 
 
The policy is not designed to apportion blame, to consider the possibility of negligence or to provide compensation.  It is not part of the Life Change Care Ltd disciplinary policy. 
 
Life Change Care Ltd believes that failure to listen to or acknowledge comments, complaints or compliments will aggravate a situation, lead to dissatisfaction and possible litigation.  The company supports the concept that most complaints, if dealt with early, openly and honestly, can be sorted at a local level between the complainant and Life Change Care Ltd. 
 
Aim 
The aim of Life Change Care Ltd is to ensure that its complaints and compliments procedure is properly and effectively implemented and that children or staff member, or a 3rd party feel confident that their complaints or compliments are listened to and acknowledged. They should be listened to and their observations acted upon promptly and fairly. 
 
Goals 
The goals of Life Change Care Limited are to ensure the following: 
 
· Children will be given details on admission to their Life Change Care home about the complaints procedure within the Children’s Guide, their representatives and informal carers are always aware of how to complain and that Life Change Care Ltd provides easy to use opportunities for them to register their complaints. 
· Staff member, or by a 3rd party have access to the complaint procedure. 
· A named person will be responsible for the administration of the procedure. 
· All comments will be acknowledged and where appropriate, acted upon. 
· All complaints will be resolved to the satisfaction of the complainant in the shortest possible time. 
· All compliments will be recorded and passed on to the individual or individuals whose actions have given rise to the compliment. 
· Children living in Life Change Care Ltd homes will be able to give value input into the complaints procedure before it is reviewed. 
 
Standards for Complaint Resolution 
 
· Every complaint will be acknowledged in writing within three working days. 
· An update on progress of investigations will be provided every 7 days. 
· Investigations into complaints will be completed within 28 days. 
· All complaints are responded to in writing by either the Registered Manager of the home or the Responsible Individual.   
· Complaints are dealt with promptly, fairly and sensitively with due regard to the upset and worry that they cause to both staff and children. 
 
Any comment or complaint which may indicate any form of abuse towards children or staff must be notified to the Directors of Life Change Care Ltd immediately. 
 
Access to Complaints, Compliments and Comments 
 
The Life Change Care Ltd website provides access to the policy and procedure. 
 


Procedure Comments 
 
· Where a young person, family member, staff member or 3rd party or other stakeholder makes a comment to any member of staff, it must be reported to the Registered Manager as soon as practical. The comment will also be documented in the personal files of the staff member/young person concerned where relevant and logged on the compliments tracker 001.  
· On receipt of any comments the Registered Manager will contact the person concerned and inform them that their comment has been noted. They will also be told of any actions to be taken as a result 
 
Procedure - Complaints  
 
· On receipt of a verbal or written complaint however minor details will be logged on a complaints log (Form:1149) and passed to the Registered Manager and the Communications Lead where this is not the Registered Manager. Complaints may come from many sources but must be treated with equal regard whether they come from our own staff, young people or any other source. 
· The Communications Lead will contact the complaint and log the details on the complaints action tracker 001 in full from the initial point of the complaint right until the end/outcome.  A written acknowledgement will be sent the same day or at most within 3 days. 
· The Communications Lead will investigate the matter using the following guidelines:  
· First talk to the complainant to establish their perception of the issue. 
· Do not offer any explanations at this stage but offer an apology for the inconvenience caused and reassurance that the matter is being taken seriously and will be investigated. 
· Make notes whilst speaking to the complainant and check with them that you have the facts correct. 
· Contact all persons named in the account and ask for their version of events.  You may need to ask for statements from individuals.  If these are required the individual should be asked to attend the office to write up their statement. 
· Check all dates, allocation matters and if necessary timesheets.  
· Check the order for service (from Social Services).  
· Check the young person/Care Workers files to establish if previous incidents have occurred or if there is any other information that may be relevant. 
 


The essential questions that must be answered are: 
 
· Did the incident giving rise to dissatisfaction happen? 
· Why did it happen? 
· Could it happen again? 
· What actions could be taken to prevent it happening again? 
· Who will take these actions? 
· By when? 
 
After all investigations are completed a judgement can be made as to whether or not the complaint was justified.  This measurement is for internal processes only. If a Young Person is dissatisfied in any way there must be a reason and it MUST be taken seriously.   
 
· Results of investigations will be summarised on the complaints action tracker and all documentations copied to the Care Worker and young person’s files as appropriate. 
· The Communications Lead will review the investigation with the Registered Manager. 
· Registered Manager will set out actions to be taken to prevent a recurrence of the incident which gave rise to the complaint or concern. 
· Outcomes of investigations and action to prevent recurrence will be sent in writing to the complainant and copied to the social worker, approvals and monitoring unit as appropriate.  The dates of these letters must be entered onto the complaints action tracker. 
· Any complaint which could indicate any form of abuse to a young person or Care Worker MUST be reported to Registered Manager immediately. 
· Investigations should be concluded within 4 weeks of the complaint, however a letter updating the complainant on the course of the investigation must be sent every 7 days until the complaint is satisfactorily resolved. 
· The date of final resolution (when it is confirmed that the complainant is satisfied) shall be entered onto the complaints action tracker. 
· Complainants must also be reminded that they may also complain to Social Services and the Social Services Ombudsman. You can get in touch with the Local Government Ombudsman by telephoning 0300 061 0614. 
  
Failure to listen to, document or follow up complaints in accordance with this procedure shall be deemed a disciplinary matter. 
 
Procedure - Compliments 
· All compliments whether written or verbal must be recorded in the compliments register and notified to the Registered Manager. 
· All compliments must be acknowledged in writing within 3 days of receipt. 
· All compliments about staff must be notified to the staff concerned in writing and a copy of the letter placed in their personal file. 
 
Management Review 
 
On a quarterly basis Life Change Care will hold a formal review meeting. In attendance will be the Director(s) of the company, the Registered Manager and the Communications Lead. 
 
In advance of the meeting the Communications Lead will prepare a report analysing the incidence of comments, complaints and compliments, identifying any trends and making recommendations for procedural changes, and reporting back on any changes which were made as a result of single incidents. 
 
The Management team will consider the report and agree/make further procedural recommendations. An action plan will be drawn up giving clear direction on actions to be taken, by whom and by when.  
 
At each such meeting the action plan from the previous meeting will also be reviewed for completion. 
 
Use of Comments, Complaints and Compliments data 
 
Every six months the Communications Lead will review the data.  
 
Sparkle Box 
 
Life Change Care understands that for young people may find it difficult to talk or tell someone about an issue or concern. A special post box inside Life Change Care Childrens Homes called the Sparkle Box (because it is really sparkly). There will be cards left all over Life Change Care’s Childrens Homes so that young people can just write their name on or write a little note to say if they need to speak to someone on their own.  There are stickers with feelings faces with the cards, to show how the young person is feeling.  
 
The Registered Manager will check the sparkle box every day at lunch time, tea time and at bedtime, so that someone will be able to talk to the young person the same day.  The Sparkle Box will ensure the care staff to assist the young person with issues or concerns, before they get to crisis.   
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