[bookmark: _Toc213764603]Appendix A: Template Complaints Policy for Independent Advocacy Organisations (Quality Complaints)

[Organisation Name] Complaints Policy and Procedure - for advocacy partners or those acting on their behalf
Our Commitment to Quality
[Organisation Name] is committed to providing high-quality independent advocacy support that upholds the Independent Advocacy Principles, Standards and Code of Best Practice. We value your feedback and see complaints as an important opportunity to learn and improve our independent advocacy provision and organisation.
We want to make it as easy as possible for you to raise concerns and have them addressed fairly and promptly.
[bookmark: _Toc213764604]What is a Complaint?
A complaint is when you are dissatisfied with any aspect of our independent advocacy provision to you. This might include concerns about:
· The way you have been treated by a staff member or volunteer
· The quality of independent advocacy support you received
· Communication issues or delays in responding to you
· Decisions made about your independent advocacy support
· How we have handled your personal information
· Issues relating to independence, conflicts of interest, or confidentiality
· Another aspect of our independent advocacy provision that has not met your expectations

[bookmark: _Toc213764605]Who Can Make a Complaint?
You can make a complaint if you:
· Are currently using or have previously used our independent advocacy
· Were referred to our organisation but did not receive a timely response
· Have been affected by our actions
· Are acting on behalf of someone who uses or has used our independent advocacy provision (with their permission)
[bookmark: _Toc213764606]How We Handle Complaints
Our Complaints Principles
Fair and Impartial: We will handle your complaint as objectively as possible
Confidential: Your complaint will be treated confidentially. Information will only be shared with those who need to know in order to investigate and resolve your complaint.
Respectful: We will treat you with respect and dignity throughout the process.
No Negative Impact: Making a complaint will not affect any current or future support you receive from us, unless there are exceptional circumstances relating to safety or wellbeing.
Accessible: We will provide any reasonable support you need to make your complaint, including communication support, interpreting services. Please let us know what adjustments you need.
Timely: We will respond as quickly as possible while ensuring your complaint is properly investigated.

[bookmark: _Toc213764607]Making Your Complaint
How to Complain
You can make a complaint in any way that works for you:
· By phone: Call us on [phone number]
· In person: Visit our office at [address] or speak to your advocate
· In writing: 
· Email: [email address]
· Letter: [postal address]
· Through a representative: You can ask someone to make a complaint on your behalf, such as a friend, family member, or advocate from another organisation
If you need support to make your complaint, please let us know and we do our best to accommodate this.
When to Complain
Please raise your complaint as soon as possible after the issue occurs. This helps us to:
· Investigate while information is fresh
· Access relevant records and speak to staff involved
· Resolve matters more quickly
Time Limit: We ask that complaints be made within 6 months of the incident or of you becoming aware of the issue (but no more than 12 months after the incident itself).
We will only consider complaints outside this timescale if there are exceptional circumstances that prevented you from complaining sooner, such as:
· Serious illness or hospitalisation
· Bereavement
· Other significant life events
If you are unsure whether we can consider your complaint, please contact us to discuss.

[bookmark: _Toc213764608]The Complaints Process
Our complaints process has three stages. You can enter at any stage depending on the nature and seriousness of your complaint.
Stage 1: Early Resolution (Informal)
Aim: To resolve straightforward complaints quickly, usually through discussion.
What happens:
1. Speak to your independent advocate or contact the office to discuss your concern
2. If your complaint is about your independent advocate, you can ask to speak to their line manager: [name/title, contact details]
3. We will try to resolve your complaint immediately or within [5-10] working days
4. You will receive confirmation of the outcome and any actions agreed
Who handles it: A manager in the organisation.
Timeframe: Immediate resolution where possible, or within [5-10] working days
Next steps: If you are not satisfied with the response, you can request a Stage 2 formal investigation.

Stage 2: Formal Investigation
Aim: To thoroughly investigate complaints that are more complex or where Stage 1 has not resolved the matter.
What happens:
1. Your complaint will be recorded in writing (if you have not already done so, we will write it up and ask you to confirm it is accurate)
2. A formal investigation will be carried out by [role, e.g., Senior Manager/Chief Executive]
3. We may need to speak to you and others involved to understand what happened
4. You will receive a written response explaining: 
· What we found during our investigation
· Whether your complaint is upheld (fully or partially) or not upheld
· What actions we will take
· Your right to appeal if you are not satisfied
Who handles it: [Title of person, e.g., Chief Executive Officer, Service Manager]
Timeframe:
· Acknowledgment within [5] working days
· Full written response within [20-28] working days
· If we need more time, we will explain why and tell you when to expect our response
Next steps: If you remain dissatisfied, you can request a Stage 3 review.

[Some SIAA members will be too small to include a Stage 3 so please roll some of this into stage 2 as needed].
Stage 3: Independent Review
Aim: To provide an independent review of how your complaint has been handled and whether the outcome was fair.
What happens:
1. Your complaint will be reviewed by a panel that includes: 
· A member of our Board of Directors/Trustees
· An independent person from outside our organisation
· [Where possible] A person with lived experience of using independent advocacy
2. The panel will review: 
· Your original complaint
· The investigation process and findings
· Whether the outcome was reasonable and fair
3. The panel may meet with you to discuss your concerns
4. You will receive a written response with the panel's decision and any recommendations
Who handles it: Review Panel (as described above)
Timeframe:
· Review arranged within [15] working days of receiving your request
· Written response within [20-28] working days of the review meeting
This is the final stage of our internal complaints process.

[bookmark: _Toc213764609]After Our Internal Process
If you have completed all stages of our complaints process and remain dissatisfied, you may have other options:
Office of the Scottish Charity Regulator (OSCR)
If your complaint relates to how our charity is run, governance issues, or serious concerns about our management, you can raise concerns with OSCR.
Contact OSCR:
· Online: www.oscr.org.uk/contact-oscr/charity-concern-form/
· By post: The Scottish Charity Regulator, 2nd Floor, Quadrant House, 9 Riverside Drive, Dundee DD1 4NY
Please note: OSCR will expect you to have completed our internal complaints process first.
Our Funders
Depending on the nature of your complaint, you may be able to raise concerns with the organisations that fund our service. Contact details for our funders:
[List main funders with contact details]
Please note: Funders will typically only consider complaints after our internal process is complete, and their remit is usually limited to contractual compliance matters.

[bookmark: _Toc213764610]Support Throughout the Process
Getting Help with Your Complaint
At every stage, you are entitled to:
· Bring a supporter to any meetings (friend, family member, advocate from another organisation)
· Request communication support (BSL interpreter, communication aids, accessible formats)
· Have information explained in a way that works for you
· Take breaks during meetings if needed

If You Feel Unsafe
If at any point you feel unsafe or at risk due to making a complaint, please tell us immediately. We will:
· Take your concerns seriously
· Take steps to ensure your safety
· Refer to appropriate safeguarding procedures if needed
What We Learn from Complaints
We take all complaints seriously and use them to improve our independent advocacy provision and organisation.
Our commitment:
· All complaints are recorded and monitored
· We analyse complaints to identify patterns or recurring issues
· We report on complaints to our Board of Directors/Trustees quarterly
· We use learning from complaints to improve our policies, procedures, and practice
· We share learning (anonymously) with our staff and volunteers

Contact Information
To make a complaint or discuss a concern:
Phone: [Phone number]
Email: [Email address]
Post: [Postal address]
In person: [Office address and opening hours]
Website: [Website with complaints information]

Making This Policy Available
This policy is available:
· On our website
· In our office
· On request in alternative formats (large print, audio, Easy Read, community languages)
If you need this policy in a different format, please contact us.

Policy Review Date: [Date]
Next Review: [Date]
Approved by: [Board/Committee name and date]

Appendix: Privacy Notice for Complaints
When you make a complaint, we will collect and process personal information about you. This section explains how we handle your data.
What information we collect
· Your name and contact details
· Details of your complaint
· Records of our correspondence and meetings
· Any other information relevant to investigating your complaint
Why we collect it
· To investigate and respond to your complaint
· To improve our services
· To meet our legal and regulatory obligations
Who we share it with
· Staff members involved in investigating your complaint
· Board members if your complaint reaches Stage 3
· External bodies only with your consent or where legally required
How long we keep it
Complaint records are kept for [3 years / as per our retention policy] and then securely destroyed.
Your rights
You have the right to access your personal data and to request corrections. For more information, see our full Privacy Policy or contact [Data Protection contact].

This template should be adapted to reflect your organisation's specific structure, capacity, and governance arrangements. Suggested timeframes are provided in square brackets [X days] - organisations should set realistic timeframes based on their capacity and resources.
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