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MAKE IT
HAPPEN!



Sandwell LINk
COMPLAINTS PROCEDURE

General statement of intent

The purpose of this procedure is to clarify the administration of complaints that are submitted to Sandwell LINk.
Scope

This procedure applies to all individuals who come into contact with Sandwell LINk and its services.
Where a complaint pertains to the service offered by the Host staff at BCHG, it should be handled following the complaints policies and procedures for Black Country Housing Group, available at their website: www.bcha.co.uk.

Responsibilities

Overall and final responsibility for handling complaints about Sandwell LINk is with Sandwell LINk’s elected Management Group.

Procedure

All members of Sandwell LINk are expected to adhere to the code of conduct for Sandwell LINk.
Members of the Management Group may also receive further training in connection to the roles and responsibilities they take on.
Someone who wants to make a complaint
People do not need to complain to the LINk in writing as we acknowledge that not all members will feel comfortable or able to do so. In all cases, members of the LINk Management Group and the Host will make every reasonable effort to support the individual in lodging their complaint.
If an informal method of resolution is available, either the Management Group member or the Host should attempt to resolve it, notifying the LINk Chair for their information. Where the individual feels that a formal complaint is the only way, this should be facilitated.

Handling a complaint
Stage 1

When a complaint is received it should be submitted to the Host to pass on to the Management Group. The Host will write to acknowledge the complaint within 3 working days and clarify when the next Management Group meeting will be held. At that meeting, the Host will identify that a complaint has been made and request that all members to whom it pertains excuse themselves, and then that a further two members (ideally the Chair and one other) excuse themselves in order to be an appeals panel, leaving no less than three members. The remainder will agree upon a formal response, which will be issued within 7 working days of the Management Group meeting. If three members do not remain, the Host will handle the complaint on their behalf.
Before a formal response is given, the complaint will be investigated to inform a decision as to whether the complaint is founded, unfounded or partially founded.

Complaints will be treated with strict confidentiality; those involved will be expected to maintain this confidentiality, regardless of whether they make the complaint or the complaint concerns them. Where a complaint pertains to other members, the complainant’s permission will be obtained to share the original complaint; the main points of the complaint will be shared regardless in order to allow the subject of the complaint to put across their side and allow for a fair judgement.
Stage 2
Where the member is unhappy with the outcome of stage 1, the member will be asked for their reasons and what they would like to see happen. The complaint will then be submitted to the LINk Chair and other nominated individual who had been excluded from the original discussions. They will review the complaint and response, and share their decision on how to proceed with the Management Group at the next meeting. A formal outcome will be shared with the complainant within 7 working days of that meeting.

Stage 3
Where the member continues to be unsatisfied, a second appeal panel can be convened including the Head of Community Regeneration at the Host organisation, the Chair of the LINk (where no conflict of interest exists) and a representative of the member from a local organisation. This will be organised within 20 working days.
Contact details
Complaints pertaining to Sandwell LINk should be addressed to:
Sandwell LINk
C/o Black Country Housing Group

134 High Street

Blackheath

West Midlands

B65 0EE
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