SOFT TOUCH ARTS

COMPLAINTS PROCEDURE

Applies to: project participants, parents and carers, project partners, volunteers, mentors, donors, the public in general.

Complaints Officer: Christina Wigmore

Last reviewed:  November 2015
Next review due:  November 2017
Our commitment

Soft Touch Arts is committed to providing high quality services, adhering to the highest professional standards at all times and to making continual improvements in the way we operate.  

However, we realise that there are times when we don’t always succeed.  If you are unhappy about any aspect of Soft Touch or the work we deliver we want to hear about it – without your feedback we cannot improve.

Therefore we aim to ensure that we:

· Ensure making a complaint is as easy as possible;
· Treat a complaint as any clear expression of dissatisfaction with our service

      which calls for a response;
· Treat it seriously whether it is made in person, by telephone, by letter, by fax, or by email;
· Deal with it promptly, politely and, where appropriate, informally (for example, by telephone);
· Respond in the right way – with an explanation, for example, or an apology where we have got things wrong, or information on any action taken, etc;
· Learn from complaints and use them to improve our service.
How the system works

At Soft Touch we have a named co-director, known as the Complaints Officer, who is responsible for making sure that all complaints are logged and actioned, and who will monitor complaints to make sure that they are being dealt with.  The Complaints Officer is Christina Wigmore, who is a director of the company.
You may complain under this procedure if you feel:

· The service you have received from Soft Touch has failed to meet our service standards;

· You have not been treated in accordance with our policies and procedures;

· You are unhappy with the behaviour of our staff.

How to make a complaint – first stage

· If you are unhappy about any of our services, we undertake to deal quickly and effectively with the matter. As a first step, we suggest that you contact the member of staff concerned to see if the problem can be resolved to your satisfaction through a telephone or face to face conversation.

· If you do not know who to speak to you should contact the Complaints Officer, Christina Wigmore
· If the complaint concerns the Complaints Officer, you should address your complaint to another of the Soft Touch co-directors (Sally Norman, Helen Pearson or Vince Attwood or Joe Crofton).
· We will do everything we can to put things right, including reviewing procedures to stop problems happening again. 

If you are not satisfied with the outcome – second stage

· If the issue you are complaining about is not resolved to your satisfaction at the first stage you should address a written complaint to the Complaints Officer by filling in a complaints form or sending us a letter.  The form can be requested from Christina Wigmore (chris@soft-touch.org.uk) or downloaded from our website www.soft-touch.org.uk
· The Complaints Officer will acknowledge receipt of the form or letter within seven days.

· The Complaints Officer will investigate the complaint and inform you of the outcome within 28 days.

Appeals process – third stage

· If you are not happy with the response you receive from the Complaints Officer, you can write to the Soft Touch Management Board.  You must write within 28 days of receiving the results of the second stage.

· The Management Board will acknowledge your letter within seven days of receiving it.

· The Board will set up an appeals panel, to consist of 3-5 Board members who will organise a meeting between the panel and yourself.

· Soft Touch will aim to complete this process within 28 days of receiving your letter.

· We will let you know the outcome of the appeal panel meeting within seven days.

The address to send complaints letters and forms is:

Soft Touch Arts Ltd, 50 New Walk, Leicester LE1 6TF
chris@soft-touch.org.uk
Tel: 0116 255 2592
Complaints forms can be downloaded from the ‘About Us - Our Standards’ section of our website (www.soft-touch.org.uk) under the button ‘Our Professional Standards’
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