NAS HAVEN CARE
COMPLAINTS POLICY
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2. Purpose

Nas Haven Care 1s committed to ensuring that young people, staff and stakeholders are able
to raise concerns or complaints openly and without fear.

This policy ensures:

Complaints are taken seriously.

Young people are listened to.

Concerns are resolved promptly and fairly.
Safeguarding issues are escalated appropriately.
Learning and service improvement take place.
Complainants are protected from victimisation.

Young people will not be disadvantaged in any way for making a complaint.

3. Scope
This policy applies to:

e Young people residing in the service
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Parents/carers (where appropriate)
Social workers and placing authorities
Staff

External professionals

Members of the public

4. Principles

Nas Haven Care will ensure that:

Complaints are handled promptly.

The process 1s accessible and explained clearly.
Advocacy 1s offered to young people.

Responses are fair and evidence-based.
Safeguarding concerns are immediately escalated.
Confidentiality 1s maintained.

Outcomes are communicated clearly.

Trends are monitored by management.

S. What Is a Complaint?

A complaint may relate to:

The quality of support provided.
Staff conduct or attitude.
Safeguarding concerns.

House rules or expectations.
Placement arrangements.
Discrimination or unfair treatment.
Any aspect of service delivery.

[f a complaint raises safeguarding concerns, the Safeguarding Policy will take precedence.

COMPLAINT PROCEDURE

6. Informal Resolution

Where appropriate, concerns should first be raised with:
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o Key Worker
e Support Staff
e Registered Service Manager

Staff should attempt to resolve concerns informally and record the discussion.

[f the complainant 1s dissatisfied, they may progress to formal complaint.

7. Formal Complaint Procedure

Stage 1 — Written or Verbal Complaint
The complaint can be made:

Verbally to staff or manager
[n writing

Via email

Through advocacy support

The Registered Service Manager will:

Acknowledge receipt within 2 working days.
Record the complaint.

[nvestigate promptly.

Provide written response within 10 working days.

[f more time 1s required, this will be communicated in writing.

Stage 2 — Escalation
[f dissatisfied with the outcome, the complainant may escalate to:
e Responsible Individual

A review will be conducted and a written response provided within 10 working days.

Stage 3 — External Escalation

[f still dissatisfied, the complainant may contact:

e Ofsted
e The Local Authority
e The placing authority complaints team
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e The Local Government & Social Care Ombudsman (where applicable)

Young people will be supported to access advocacy.

8. Complaints Made by Young People

Y oung people will:

Be supported to understand the process.

Be offered independent advocacy.

Be able to complain verbally.

Have access to complaint forms.

Have access to external contact details displayed clearly in the home.

No young person will face consequences for raising a complaint.

9. Anonymous Complaints

Anonymous complaints will:

e Be recorded.
e Be investigated where sufficient information exists.

e Be reviewed by management.

10. Safeguarding Complaints
[f a complaint relates to:

Abuse

Neglect

Exploitation

Allegation against staff

The Safeguarding Policy will be immediately activated.

The Local Authority Designated Officer (LADO) will be notified where required.

11. Complaints Against the Registered Manager

[f the complaint concerns the Registered Manager, 1t must be directed to:
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e The Responsible Individual
[f 1t concerns the Responsible Individual, it must be directed to:

o Ofsted

12. Recording and Monitoring
The service will maintain a Complaints Log including:

Date received

Nature of complaint
Actions taken
Outcome

Timescale compliance
Lessons learned

The Responsible Individual will review complaints quarterly to identify:

Trends

Repeated themes

Staff conduct 1ssues

Service improvements required

13. Learning and Service Improvement

Following investigation:

Any required actions will be implemented.

Staff supervision will address practice 1ssues.

Risk assessments will be updated where necessary.
Policies may be reviewed.

Training needs will be 1dentified.

Learning outcomes will be recorded.

14. Confidentiality

Complaints will be handled sensitively.

[Information will only be shared on a need-to-know basis and in accordance with GDPR and
safeguarding legislation.
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15. Timeframes

Stage Timescale
Acknowledgement =~ Within 2 working days
[nvestigation response Within 10 working days
Escalation review Within 10 working days

Where timescales cannot be met, written explanation will be provided.

16. Accessibility

The Complaints Procedure will be:

Explained during induction.

Displayed 1n accessible format.

Available 1n easy-read format if required.
Available 1 alternative languages upon request.
Explained verbally where literacy is a barrier.

17. Regulatory Compliance

This policy supports compliance with:

Regulation / Standard Compliance Evidence
Regulation 7 Safeguarding processes
Regulation 6 Promoting wellbeing

Leadership & Management Effective governance and oversight

Notification requirements Escalation of serious concerns

18. Policy Review

This policy will be reviewed:

Annually

Following serious complaint
Following inspection
Following legislative change
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19. Contact Details

Ofsted

Piccadilly Gate
Store Street

Manchester

M1 2WD

Telephone: 0300 123 1231
Website: www.gov.uk/ofsted

(Ensure contact details are kept updated.)

20. Policy Approval

Registered Service Manager: Caroline Ngolediage

Responsible Individual: Nana Prempeh

Date: 01/01/2026

Review Date:  01/01/2027
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