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Complaints Policy  

 

Statement 

1.1. To provide services of the highest standard, we want to hear 
your views. We welcome compliments, suggestions and 
complaints so we can learn from these and improve our service.  

1.2. Saturday Respite recognises that feedback is an essential 
component of self-evaluation and the further raising of standards. 

1.3. You will not be victimised if you make a complaint, we will 
not hold this against you or refuse to give you services that you 
would otherwise have received.  

1.4. Complaints made direct to the Council - Saturday Respite will 
cooperate fully with the Council’s procedure in relation to 
complaint resolution and investigation. 

1.5. Parents/carers of young people attending the Saturday 
Respite may wish to raise concerns or complaints about some 
aspect of activity. This policy describes how to handle and 
respond to such criticism as well as to complaints from others.  

1.6. This policy applies to all employees of Saturday Respite. 
Staff who are the subject of a complaint under these complaint 
procedures; any member of staff who is complained about will 
have the opportunity to respond to the complaint during its 
investigation. 

1.7. The Trust takes informal concerns seriously and aims to see 
a resolution at the earliest stage in order to reduce the numbers 
that develop into formal complaints. 
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1.8. The underlying principle is that concerns will be handled, if 
at all possible, without the need for formal procedures. The 
requirement to have a complaints procedure will not in any way 
undermine efforts to resolve the concern informally. 

  

1.9. Formal procedures will be invoked when initial attempts to 
resolve the issue are unsuccessful and the person raising the 
concern remains dissatisfied and wishes to take the matter 
further. 

1.10. If the complainant is abusive or threatening to any member 
of staff or management, then steps should be taken to restrict 
face-to-face contact and in extreme circumstances risk 
assessments may be conducted and the police involved. 

 

The Complaint Procedure 

2. You can make a complaint to Saturday Respite in writing, by e-mail, 
by telephone or in person (by appointment please). If you are writing 
or e-mailing your complaint please provide your telephone number if 
a response by telephone would be convenient. If you are emailing, 
please state if a reply by e-mail is required, if not please provide a full 
postal address. 

 

The stages of this procedure do not replace your right from making a 
complaint about Saturday Respite direct to the Council. 

 

1. Stage 1  

Please speak to a member of staff and tell them that you want to make 
a complaint. However if you do not want to talk to a member of staff, 
you can ask to see a member of the senior leadership team.  

Most complaints can be sorted out 'on the spot’, but we aim to deal with 
complaints at this stage within 14 days. However if your complaint 
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requires more detailed investigation, we will give you an interim 
response telling you what is being done to deal with your complaint, 
when you can expect the full reply and from whom.  

Once a full investigation has been carried out, a full response to your 
complaint will be sent to you and will include details of who to contact 
next if you believe that your complaint has not been dealt with properly. 
This will normally be a member of the Saturday Respite Board of 
Trustees (The Trustee). 

 


