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1. Introduction  
 

Kisimul Group is committed to responding quickly, openly and sensitively to complainants, and 
aims to support spirit of candour and a culture of openness and honesty as we seek to resolve 
concerns, learn lessons from mistakes that may have occurred, and improve the quality of services 
we provide.  
  
This policy sets out a framework for the management of complaints from the people we support, 
or their significant others, regarding care, support or education, provided by the Kisimul Group.   
  
The aim of the policy is to outline the procedure to enable resolution of complaints, both formal 
and informal, as quickly as possible, either through local resolution by a front-line member of 
colleagues, through colleagues who are empowered to deal with complaints as they arise in an 
open and nondefensive way, or through subsequent investigation and conciliation 
 
2. Purpose 
 
The policy is designed to ensure that the Group provides a timely and effective service to resolve 
complainants’ concerns, support complainants and colleagues throughout the process, deliver a 

--
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escalates, and the individual’s dissatisfaction increases. Complaints raised in this way are referred 
to in this policy as ‘informal complaints. This includes any concern that is raised by a person we 
support during key worker meetings, or other communications process. Where this occurs the 
member of colleagues concerned should feed this concern into the informal complaints process, 
and record it as such.  
  
We view any complaints as an opportunity to identify anything that is going wrong in our 
organisation and would hope to resolve them quickly and informally.  However, where issues 
cannot be resolved at informal, verbal stage, the complaint should be submitted to the Group in 
writing and this would then constitute a ‘formal complaint’.  
  
Any complaint, regardless of level of formality, will be taken seriously and dealt with in a swift 
manner, according to the guidelines set out in the complaint’s procedure. All complaints will be 
treated as confidential in line with General Data Protection Regulations.  
    
4. Scope 

 
This policy is underpinned by the duty of candour. This requires colleagues to be open and 
honest in their communication with people we support and their nearest relatives. Being open  
involves explaining what happened after an event, acknowledging and apologising  for 
mistakes, and putting things right.   
  
This policy sets out a framework for the management of complaints in line with best   
practice and the expectations of the Local Government and Social Care Ombudsman, the Care 
Quality Commission and Ofsted. It fulfils the current provisions of the Local Authority, Social 
Services and NHS Complaints Regulations 2009 and the Children’s Home Regulations 2015. In line 
with these requirements the complaints procedure provides for concerns to be dealt with through 
local Resolution at Group level. Any complainant who remains dissatisfied following the conclusion 
of Local Resolution has the right to request an Independent Review from the Local Government 
and Social Care Ombudsman.  

 
5. Who can complain? 

 
Complaints may be made by people who use, or have used, our services, their relatives, or 
representatives acting on their behalf, about issues affecting those we support, with their consent.   
  
A complaint may also be made by a representative acting on behalf of an existing or former 
service user where that person:  
  

 Is unable by reason of physical or mental incapacity (within the meaning of the Mental 
Capacity Act  2005) to make the complaint him/herself; or  

 Has requested the representative to act on his/her behalf  

 Is a child   

 Has died  

 Has been asked to do so by the person we support  
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If the complainant is not the person we support, and the person we support has capacity to make 
complaints themselves, the consent of the person we support should be sought before disclosing 
any personal information to a third party.   
  
In the case of a child, the representative must be a parent, guardian or other adult who has care of 
the child. Where the child is in the care of the local authority, the representative must be a person 
authorised by that body.   
  
Children can make a complaint in their own right where it is deemed they have the capacity to do 
so.   
  
Complaints which fall outside of this procedure  
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 All complainants are listened to and treated with respect and courtesy at all times   

 Where possible simple concerns or complaints are resolved at the earliest possible 
opportunity, at local level, making sure that complainants receive a full explanation with an 
apology where appropriate   

 Letters of complaint, including emails, are immediately referred to the Home/Service 
Manager or Head Teacher.  

  
Home/Service Managers, or Head Teachers will:  
 

 Ensure all complaints are recorded on the Radar system  

 Ensure complaints are investigated, acknowledged and responded to in line with this 
procedure  

 Immediately refer any complaints that pertain to their own practice to their Line Manager  

 Maintain ongoing dialogue with complainants and ensure they are kept informed of 
progress  

 Ensure our Duty of Candour is followed and the complaints are investigated and responded 
to in the spirit of openness and learning  

 Keep robust records and complaint files within the service, including completion of the 
Complaints Logs that are appended to this policy.  

 Report very serious complaints to the Executive Team via the Serious Incident Procedure  

 Share draft final responses with the relevant Area Manager or Head of Care/Education and 
Director of Adult/Children’s Services, and ensure their agreement of final responses, prior 
to sending (template letter for final responses can be seen at appendix 4)  

 Upload all correspondence to the Radar system  

 Ensure that accessible information is available for people we suppot, letting them know 
how to make a complaint (see appendix 5) 

  
Area Managers and Heads of Care/Education  
 

 Responsible for effective complaints management within their area   

 Ensure all complaints received are investigated in accordance with the Duty of Candour 
and that investigation and responses are provided within agreed timescales   

 Identify individual responsibilities for complaints, ensuring that the Investigating Officer 
has the appropriate seniority and knowledge and is suitably independent of the events that 
gave rise to the complaint   

 Sign off complaint responses before they are sent to the complainant  
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 Ensure effective systems are in place for the management of complaints in line  with 
national standards, within their service area  

 Provide supervision and oversight to Area Managers/Head of Care/Head of Education with 
regards to complaints management, and quality of responses.  

 Meet with the complainant � re
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7. Stage 1 for Formal Complaints – Local Resolution  
The Group is committed to responding to complaints quickly and sensitively. The majority of 
complaints will be resolved through local resolution. The primary objective of local resolution is to 
provide the fullest possible opportunity for investigation, fact-finding and resolution of the 
complaint, as quickly as possible, with the aim of satisfying the complainant whilst being fair to 
colleagues.   
  
Procedure for addressing informal complaints/concerns  
  
Those who use our services have an absolute right to use the formal complaints process about any 
aspect of our work. Nevertheless, there may be opportunities to resolve issues less formally, which 
should be explored where possible with a view to responding to concerns as they arise, and are 
informally raised, and resolving these immediately.   
  
Those raising issues should be encouraged to speak openly about their concerns and reassured 
that what their feedback will be treated with appropriate confidence and will not affect any 
support given. Any comments or expressions of dissatisfaction should be listened to 
sympathetically. It should always be the aim of colleagues to resolve concerns promptly so that 
the experience of those who we support is not diminished.   
  
Colleagues who are unable to resolve the matter themselves should refer them to the most senior 
member of colleagues on duty. This is the most appropriate route for concerns and issues that do 
not indicate serious misconduct/negligence or raise concerns in relation to safeguarding children 
or vulnerable adults. Where colleagues are unable to resolve the complaint, the complaint is very 
serious, with risk identified, or the complainant wishes it to be dealt with in a more formal 
manner, the complaint should be dealt with under the formal complaints process.  
  
It is the responsibility of the Home/Service Manager, or Head Teacher to maintain a log of all 
informal complaints made, which will include the following:  

• Name of complainant  
• Date received  
• Issue of concern  
• Actions taken to resolve  
• Details of feedback given to the complainant  
• Date of feedback given to the complainant  

  
• Details regarding their response/level of satisfaction  

  
A template is provided. See appendix 1. A copy of this will be held at the home/school/service and 
made available for the analysis of themes and trends within the company governance structures, 
when required.  
  
Feedback of the action taken and outcome will be given within 7 days from the date it was 
received.  Where this is not possible the complainant should be notified in writing of progress, and 
the reasons for any delays.   
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• Send a copy of the complaints acknowledgement letter to the relevant Area Manager or 
Head of Care/Education, Director of Adult/Children’s Services.  

• Upload a copy of the complaints acknowledgement onto the Radar system  
• Seek the consent of the individual concerned (where the complaint relates to the care and 

treatment of a person we support who has capacity)  
• Determine the proposed plan for investigation and resolution, and set this in motion.  

  
By working day 20 A draft complaints response should be sent by the Home/Service Manager or 
Head  
Teacher to the relevant Area Manager or Head of Care/Education and Director of Adult/Children’s 
Services, for review and agreement.  
  
By working day 25 The Home/Service Manager or Head Teacher should send the final response to 
the complainant, and uploaded to the Radar system.  
  

http://www.lgo.org.uk/adult-social-care/
http://www.lgo.org.uk/adult-social-care/
http://www.lgo.org.uk/adult-social-care/
http://www.lgo.org.uk/adult-social-care/
http://www.lgo.org.uk/adult-social-care/
http://www.lgo.org.uk/adult-social-care/
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 in writing to The Local Government and Social Care Ombudsman, PO Box 4771, 
Coventry CV4 0EH  
  

The LGSCO will not usually investigate a complaint until the provider has had an opportunity to 
respond and resolve matters. Details of stage 2 of the complaints process will be included in final 
complaints responses.  
  
In addition, complainants can contact the appropriate regulator as follows;   
  
Care Quality Commission National Correspondence   
Citygate  
Gallowgate  
Newcastle upon Tyne NE1 4PA  
Tel: 03000 616161  
Web: www.cqc.org.u  
  
Ofsted National Business Unit   
Piccadilly Gate  
Store Street  
Manchester  
M1 2WD  
Tel: 0300 123 1231      
Email: enquiries@ofsted.gov.uk  
    
(Please note: The Disability Rights Commission may be contacted for advice if there is deemed to 
have been a breach of the Disability Discrimination Act 95.   
Telephone: 08457 622 633)    
  
In addition, complaints may be made directly at any time to the relevant commissioning authority. 
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Appendix 3 Formal Complaints Acknowledgement Letter Template  
  
Dear XXXXXX  
  
Thank you for your letter of complaint, which we received on (date).  
  
We are so sorry that you have had reason to complain, and can assure you we will urgently look 
into the issues that you have raised.  
  
It is our understanding that you are concerned about the following:  

1. XXXXXXXXXXXXXXXXXXXXXXXX  
2. XXXXXXXXXXXXXXXXXXXXXXXX  
3. XXXXXXXXXXXXXXXXXXXXXXXX  
4. etc  

  
If you are of the view that we have misinterpreted your concerns, or have missed any key issues 
above, please don’t hesitate to let us know as soon as possible.  
  
Your complaint will be investigated by 
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Appendix 4 Formal Complaints Final Response Letter Template  
  
Dear XXXXXX  
  
Thank you for your letter of complaint, which we received on (date). Following our subsequent 
written communications with yourself, on (put date of acknowledgement letter and any 
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