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This Complaints and Representation Policy outlines the Edison Young People procedure for considering complaints made by or on behalf of children in The Place Young People’s Company and Unity Residential Care Services children’s homes listed in the table below. Regulation 39 (1) of the Children’s Homes (England) Regulations 2015 states that “the registered person must establish a procedure for considering complaints made by or on behalf of children. “  

	Company
	Home

	The Place Young People’s Company
	Church Farmhouse

	The Place Young People’s Company
	The Farmhouse at Breeders Hill

	The Place Young People’s Company
	High Leys

	The Place Young People’s Company
	Muston Gorse

	The Place Young People’s Company
	The Old Forge

	The Place Young People’s Company
	Reeve End

	The Place Young People’s Company
	Highfield

	The Place Young People’s Company
	Colley’s Lane

	The Place Young People’s Company
	Witsend

	Unity Residential Care Services
	Aston

	Unity Residential Care Services
	Beech Grove

	Unity Residential Care Services
	Birch House

	Unity Residential Care Services
	Ferndale

	Unity Residential Care Services
	Hillside

	Unity Residential Care Services
	Hollyoaks

	Unity Residential Care Services
	Mulberry

	Unity Residential Care Services
	Oakfield

	Unity Residential Care Services
	Orchard House

	Unity Residential Care Services
	Groundslow

	Unity Residential Care Services
	Lowes Corner

	Unity Residential Care Services
	Park Drive

	Unity Residential Care Services
	The Brow

	Unity Residential Care Services
	Wellfield




[bookmark: _Toc148455611]Introduction
This policy summarises the procedures to be followed by Edison Young People to manage and process representation whether by way of complaint, comments or compliments.

[bookmark: _Toc148455612]Statement of Principles
Edison Young People believes that the opportunity to make representations whether these may be complaints or positive compliments, is a significant part of ensuring a high standard of service is maintained.
Edison Young People will use any representation as a tool in the continual reviewing and improving of services provided.
Edison Young People aim to promote fairness and equality when dealing with complaints regardless of their origin, all complaints will be taken seriously.
Children, their families, professionals and other people with a sufficient interest in the welfare of a child may make a complaint if they are dissatisfied with the services provided to them, or if they feel they have been denied a service which they have the right to receive, or if they are subjected to unfair or wrongful actions.
Complaints will be responded to by the Registered Manager without delay and the complainant must be informed of the progress . Any person who is the subject of a complaint must not take responsibility for responding to that complaint. Should a complaint be logged against the Registered Manager the Responsible Individual will be responsible for dealing with the complaint in question.
Children have the right to complain of they are unhappy with any aspect of living in the home and should be supported to make a complaint if they require. The complaints procedure for their placing authority will be placed on file.
Each child must have access to the home’s children’s guide, and the home’s complaints procedure, when the child’s placement in the home is agreed and throughout the child’s stay in the home. They must also be given appropriate advocacy support. (Regulation 7 (2) (b) of The Children’s Homes Regulations 2015).
There must not be any reprisal against children or others for making a complaint. 
This policy does not prevent children or others using the complaints service of the placing authority, or Ofsted if they so choose. Ofsted can be contacted on the details below:
Ofsted,
Piccadilly Gate,
Store Street,
Manchester 
M1 2WD

0300 123 1231
enquiries@ofsted.gov.uk

[bookmark: _Toc148455613]What is a complaint?
A complaint is a written or verbal expression of dissatisfaction regarding:
· The quality of service provided by Edison Young People.
· The withdrawal of services provided by Edison Young People.
· The actions of any employee or person engaged in the delivery of services on behalf of Edison Young People.
This list is not exhaustive and there are no restrictions on issues which may lead to a complaint.
[bookmark: _Toc148455614]Who may make a complaint?
Complaints may originate from any child, parents/carers/ other relatives, or other person involved in the welfare of the child, either through the placing authority or direct to the home.
Other individuals such as local shopkeepers, neighbours, police etc may also wish to make complaints, these will be dealt with by the appropriate person in an appropriate manner but will not necessarily be permitted to make representation in person, nor the right to appeal.
A complainant may engage the assistance of a representative or advocate at any stage during the complaints progress. 
Employees of former employees may make representation as defined in this policy, only if such issues are not relating to employment issues which are covered by employment legislation, grievance or other personnel procedures.
Should children wish to express any concerns to their placing authority or other service independent of Edison Young People they should be fully supported to do so. 
Complainants with any disability or impairment are to be fully supported in understanding and exercising their right to complain and the method in which to do so.
[bookmark: _Toc148455615]The Complaints Procedure
Where a complaint is received and other procedures need to be followed such as Child Protection, Disciplinary or criminal investigations, these procedures will take precedence and the investigation of the complaint will be temporarily suspended.
The complainant will be asked if they feel that any further action is necessary under the complaints procedure after other procedures have been exercised.
All complaints whether verbal or written are to be documented accurately including the name of the complainant, date of complaint, nature of the complaint, action taken as a result of the complaint and also the outcome. These are to be made available for inspection during Ofsted visits, Regulation 44 visits and any other inspection. 

[bookmark: _Toc148455616]Informal Procedures-stage one
Informal complaints may be made verbally or in writing and in the first instance will be brought to the attention of the registered manager who will clarify the nature of the complaint before carrying out a preliminary investigation. 
The majority of concerns can be dealt with on a day-to-day basis as they arise, however if the child feels unhappy with the outcome it may be necessary to air their concern more formally.
It is intended that all complaints will be responded to and resolved within five days however in some circumstances this may be unachievable, if substantial investigation is required. 
Should negotiation, arbitration and mediation fail to resolve the complaint successfully the complainant has the right to further pursue the matter.
Should the complainant be dissatisfied with the informal outcome then the Registered Manager should advise them of their right to enter a formal complaint as detailed in stage two of this policy.
[bookmark: _Toc148455617]Formal procedures-stage two
A complaint may be made directly at stage two without undertaking stage one if the complainant feels necessary or may be progressed if they are dissatisfied with the outcome of stage one.
Stage two procedure may also apply if the complaint is against the manager of the home.
The matter should be forwarded to the complaints officer for Edison Young People complaints officer – Hilary Jones (Director of Care)
Within seven working days a discussion will be held with the complainant to establish the way forward, and will also receive a written response. 
The complainant will be entitled to request a face-to-face meeting, which will be achieved within twenty eight days of the initial complaint. 
The complainant will then be notified of the outcome within fourteen days. If at any stage timescales are unachievable a written reason will be provided and advised accordingly.  
A report of the complaint and action taken should be completed and copies provided to:
· The complainant
· Placing authority if applicable
· Parents/Carers of child if applicable 
· Edison Young People complaints officer
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The Registered Manager will be responsible for reviewing the records of complaints at least every six months as part of a quality-of-care review. (Regulation 45 (2) (b)of the Children’s Homes Regulations 2015).

[bookmark: _Toc148455619]Comments and Compliments
The Registered Manager should keep a record of any comments and compliments made about the home and the service provided by the adult carers.
Page 2 of 2

image1.png
Edison
Young People




image2.jpeg




image3.png
OOOOOOOOOOOOOOOOOOOO




