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Complaints Management Procedure
(for internal use only)

1.0 Purpose of this Document 
This document should be read in conjunction with ITPAD’s Complaints Management Policy  document. It describes the approach Members and executive committee officers should take when receiving a complaint on  behalf of ITPAD and how the complaint should be managed internally to achieve as early as  possible a resolution to the matter.  
2.0 Scope  
This document applies to all those who are Members of the ITPAD. 

3.0 Stages of Managing a Complaint  
There are three stages to the Complaints process as follows
1. Local Resolution at the point of contact  
2. Informal Resolution  
3. Formal Investigation and Resolution  
Individuals wishing to make a complaint are encouraged to raise their concern locally in the  first instance and attempt to resolve their issue in an informal manner under Stage 1 of this  process. In instances where this is not successful in resolving the concern it is appropriate to  escalate it or to request that it be escalated to Stage 2. Stage 2 requires the intervention of a  more senior person within ITPAD to discuss the complainant’s concerns and to achieve an  informal resolution. Where Stage 2 has been unsuccessful in resolving the matter it can then  be referred to Stage 3 of the process which requires formal investigation of the concern and  the intervention of the Chair of the executive committee or their nominee. The  following pages outline the steps in more detail. 
STAGE 1 Local Resolution of a Complaint at the Point of Contact.  
1. On receipt of a verbal complaint, the person receiving the complaint will respond to it  promptly and do their best to resolve the complaint locally. The person receiving the  complaint may consult with their local Regional Representative to agree  how best to quickly resolve the complaint. (See The Listen Approach) 
2. The person receiving the complaint will strive to achieve Local Resolution. Local  Resolution is reached when the complaint has been resolved to the satisfaction of the  complainant, at the point of contact.  
3. If the complaint is unresolved the person receiving the complaint will escalate the  matter to the executive committee.
4. The person receiving the initial complaint will in all instances (both if the matter is  resolved or if it is escalated to a Stage 2 complaint) complete the Complaints Form  and send it to the Chair of the executive committee. (See Complaints  Form). 
5. Where repeated local resolution issues arise for a particular area come to the attention  of the Chair of the executive committee the matter will be raised for discussion at a  meeting of the Executive Committee for a decision on whether further action is  required.

STAGE 2 Informal Resolution  
The relevant executive committee officer or regional rep reviews the copy of the  Complaints Form completed by the person who initially received the complaint and decides  how to manage the complaint in consultation with the Chair of the executive committee and relevant others. This will include checking its validity and how to proceed with  the complaint as follows:  
1. If the complaint cannot be dealt with using this Complaints Policy it should be dealt  with through an alternative ITPAD policy, for example, Disciplinary Procedure. It  should therefore be referred to the appropriate body for investigation and the  complainant informed of this action.  
2. If the complaint is anonymous, it will be recorded as such.
3. Where the complaint can be managed informally, the relevant executive committee officer will seek the consent of the complainant and any other person to whom  the complaint relates, to find an informal resolution of the complaint.  
4. The executive committee officer works to seek informal resolution by  communicating with the relevant parties, this may involve meeting with both parties  together to mediate to resolve the matter.  
5. A complaint may also be brought directly to the Chair of the executive committee who may also seek to resolve the issue informally to the satisfaction of the complainant.  
6. Mediation by a mutually agreed third party may be used to attempt resolution of the  complaint at this stage if both parties agree.  
7. Where there is Informal Resolution of a complaint to the complainant’s satisfaction  the outcome will be reported to the Chair of the executive committee. If Informal  Resolution is not reached the executive committee officer will inform the  Chair of the executive committee, who will manage the complaint thereafter  as a formal complaint. 
STAGE 3 Formal Investigation and Resolution 
The Chair of the executive committee will acknowledge the formal complaint to the  complainant by email or in writing within 15 working days (3 calendar weeks). 
Where the Chair of the executive committee determines that the complaint does not  meet the criteria for the investigation of complaints, the Chair of the executive committee will inform the complainant in writing, within 15 working days of making the  decision/determination, that the complaint will not be investigated and the reasons for it. 
The Chair of the executive committee may deal directly with the complaint or work  with relevant others to appoint a team to carry out a formal investigation of the complaint and  agree the Terms of Reference for the investigation.  
Time Frame  
Where the complaint will be investigated, the Chair of the executive committee must endeavour to have the investigation concluded within 60 working days of
acknowledgment of receipt of the complaint. Where the investigation cannot be investigated  and concluded within 60 working days, the Chair of the executive committee must  communicate this to the complainant and the relevant member within 60  working days of acknowledging the complaint, and give an indication of the time it will take  to complete the investigation.  
The Chair of the executive committee must then update the complainant and the  relevant member every 30 working days. Where the 60 working days timeframe  cannot be met despite every best effort, the Chair of the executive committee must  endeavour to conclude the investigation of the complaints within 6 months of the receipt of  the complaint. If this timeframe cannot be met, the Chair of the executive committee must inform the complainant that the investigation is taking longer than 6 months,  give an explanation why and outline the options open to the complainant. They should  encourage the complainant to stay with ITPAD’s complaints management process. 
The complaints investigation process will involve: 
∙ Interview/s in person or by telephone or other media with the complainant giving  them an opportunity to give their version of events and to provide  
evidence/explanations in relation to their actions. 
∙ Interview/s in person or by telephone or other media with other relevant parties within  ITPAD giving them an opportunity to give their version of events and to provide  evidence/explanations in relation to their actions. 
∙ Informing all parties interviewed of their right to be accompanied by a support  person/an advocate or a third party 
∙ Giving the complainant the opportunity to identify what they would like to happen as  a result of making the complaint. 
∙ Managing the expectations of the complainant and being clear with complainant about  what can and cannot be achieved through the investigation. 
∙ Determining the sequence of events leading to the complaint and the root causes of  the complaint. 
∙ Ensuring any conclusions about the complaint are based on a logical flow to the  evidence supporting the complaint.
∙ When the investigation of the complaint is complete the Chair of the executive committee will produce a draft report which will  include: 
o Background information on the complaint 
o Sequence of events 
o Findings of the investigation 
o Recommendations which they consider appropriate 
(Note: Recommendations should focus solely on actions required to prevent further  occurrences of this type of complaint and should not include disciplinary matters or redress  for the complainant.) 
The Chair of the executive committee will then meet with the complainant in person  or by telephone or other media to discuss the report and any recommendations in the report. 
The relevant executive committee officers will work with relevant others to develop an action  plan based on any recommendations in the report. The relevant executive committee officers oversees the implementation of the Action Plan in the agreed time frames and  reports on progress to the Chair of the executive committee. 
Appeal 
If the complainant does not accept the report/is dissatisfied with the outcome, they may  apply to the Chair of the executive committee for a review. This Appeal must be submitted in writing within 21 days of them receiving the report. The Chair will then appoint a subcommittee consiting of different members to the original investigative team to reexamine the complaint and report back to the Chair within 60 days.
4.0 Redress  
An effective complaints system which offers a range of timely and appropriate remedies will  support early resolution and minimises distress for the complainant. Redress will be
consistent and fair for both the complainant and to ITPAD. The ITPAD will offer forms of redress  or responses that are appropriate and reasonable where it has been established that a  measurable loss, detriment or disadvantage was suffered or sustained by the claimant  personally. This redress can include: 
∙ An apology  
∙ An explanation  
∙ Admission of fault  
∙ Change of decision  
∙ Correction of misleading or incorrect records  
∙ Change in a policy or procedure  
5.0 Learning from Complaints  
ITPAD is committed to learning from complaints and will view each complaint as an  opportunity for quality improvement.  
The executive committee will monitor the complaints received in each area of  its operations and ensure that complaints are discussed at committee meetings as appropriate for  the purpose of learning and service improvement.  
The executive committee will review all complaints received on an annual basis with a view to  informing quality and service improvements.  
The Chair of the executive committee is responsible for reviewing the management  of complaints, including whether the complaint has been resolved to the satisfaction of the  complainant.



6.0 The LISTEN Approach  
(for internal use only) 
Use the LISTEN approach to assist you when receiving a verbal complaint  Listen:  
∙ Listen carefully to the issues being raised by the complainant  
Identify:  
∙ Identify if there are multiple issues relevant to the complaint and separate each issue.  Attempt to identify any hidden or underlying issues that may exist.  
∙ Find out from the complainant what they want to happen as a result of their  complaint.  
Summarise:  
∙ Summarise the issues to clarify and check that you understand what the complainant  is telling you.  
∙ Ask the complainant to confirm that they agree with your interpretation of their  complaint  
Thank the person  
∙ Thank the complainant for taking the time to make the complaint  
Empathise and Explain:  
Empathise and acknowledge the feelings of the complainant.  
Explain to the complainant that there will be no negative repercussions  Explain what will happen next e.g. you may need to contact your Regional Rep  
Expression of regret or apology:  
∙ An early expression of regret or apology can minimise the possibility of a verbal  complaint becoming a formal written complaint  
Now Act:  
∙ Assess the verbal complaint  
∙ Once a verbal complaint is received, the person receiving the complaint must ensure  that they get as much information as possible about the complaint to assist them in  assessing the seriousness and/or the complexity of the complaint. This in turn assists  the person receiving the complaint in determining if the complaint should be resolved  at the point of contact or if the complaint should be referred to the relevant  executive committee officer for management at Stage 2 of the complaint  management process.  
You should only attempt to manage complaints received at the point of contact if due  care has been taken to establish that all issues can be addressed appropriately at the  point of contact

7.0 Complaints Form  
(For internal use only) 
To be completed by the person who receives a complaint at a local level (Complaints may be  received verbally in person or by telephone, in writing, or email). This form should be  forwarded to the Chair of the executive committee in all instances i.e. both when the  matter is resolved or when it is escalated to a Stage 3 matter. 
	Name of Complainant
	

	Address
	

	Telephone Number
	

	Name of Person Receiving Complaint
	

	Role in ITPAD of Person Receiving Complaint
	

	Email/Telephone Number of Person Receiving Complaint
	

	Date Complaint Received
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NATURE OF COMPLAINT (Please describe the complaint in as much detail as  possible giving names/dates etc where appropriate – use additional pages if necessary.  Record the complaint objectively, note all discussions with people in relation to the  complaint including telephone calls, meetings etc.) 
___________________________________________________________________________ ___________________________________________________________________________ ___________________________________________________________________________ ___________________________________________________________________________ ___________________________________________________________________________ ______________________________________________________________________
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