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ILPA COMPLAINTS PROCEDURE

Our complaints policy

ILPA is committed to providing a high-quality service to all those who come into contact with the Association.  ILPA is always happy to hear suggestions about how to improve our service. When something goes wrong ILPA needs you to tell us about it. This will help us to improve our standards.

Our complaints procedure

If you wish to make a formal complaint, please get in touch with us with the details. You can get in touch with any member of staff at ILPA or directly with the Chief Executive. 

What will happen next?

1. ILPA will record your complaint in its central register. We will do this within two working day of receiving your complaint.

2. ILPA will send you a letter acknowledging your complaint and asking you to confirm or explain the details set out. We will also let you know the name of the person who will be dealing with your complaint. This will normally be the Chief Executive. Should it for any reason be inappropriate for the Chief Executive to deal with your complaint it will be referred to the Chair of ILPA’s Committee of Trustees who will nominate a member of the Committee of Trustees to deal with it. You can expect to receive our acknowledgement letter within three working days of our receiving your complaint.

3. We will then start to investigate your complaint. This will normally involve the following steps.  You can expect our decision on your complaint within 28 calendar days.

· We will pass your complaint to the person designated to deal with your complaint, within five working days of receipt of your complaint. 
· Where the complaint is against an individual, the person dealing with the complaint will ask that individual to reply to him or her about your complaint within a further five working days. Where the complaint is about ILPA as a whole, a response will be requested from the Chief Executive or the Chair as appropriate.

· The person dealing with the complaint will then examine their reply and the information in your complaint file. And, if necessary, s/he may also speak to them. This will take up to five working days from receiving their reply and the file.

· Where necessary the person dealing with your complaint will invite you to a meeting and discuss and, it is hoped, resolve your complaint. 

· Within three working days of the meeting the person handling your complaint will write to you to confirm what took place and any solutions he (or she) has agreed with you. 

4. If you do not want a meeting or it is not possible, the person dealing with your complaint will send you a detailed reply to your complaint. This will include his (or her) suggestions for resolving the matter. He (or she) will do this within five days of completing the investigation.

5. You will always have our letter within 28 days of your complaint being made unless a longer period has been agreed with you.

6. At this stage, if you are still not satisfied you can contact us again. We will then arrange to review our decision. This will happen in one of the following ways.

· Where the decision has been made by the Chief Executive it will be passed to a member of ILPA’s Committee of Trustees nominated by the Chair who has had no dealings with the handling of the complaint who will review the decision within 10 working days.

· Where the decision has been made by a member of the Committee of Trustees it will be passed to a panel of not less than two different members of the Committee of Trustees who will review the decision within 10 working days.

· Where there is no one on the Committee of Trustees who has not been involved in responding to the complaint, we may ask a firm of solicitors not connected with ILPA to review your complaint.  This request will be made within five working days. We will let you know how long this process will take. 

· Alternatively, where there is no one on the Committee of Trustees who has not been involved in responding to the complaint, we may invite you to agree to independent mediation within five working days. We will let you know how long this process will take. 

· The Chair of the Committee of Trustees will let you know the result of the review within five working days of the end of the review. At this time the Chair will write to you confirming ILPA’s final position on your complaint and explaining our reasons. 

7. If we have to change any of the timescales above, we will let you know and explain why.

Please ask if you have any questions about this procedure or if any of it is unclear to you.

Appendix 1 - MODEL LETTER FOR ACKNOWLEDGEMENT OF A COMPLAINT

Using this template

This template is for responses to formal complaints.  There may have been informal discussions before this. A written note should always be kept of such discussions, so that if the matter becomes a formal complaint, the informal discussions are available to the person handling the complaint.  See Guidance on Handling Complaints. In accordance with the complaints procedure, this letter should be sent within three days of receiving the complaint. This template must be adapted to the particular case before you.  Copies should be entered in the complaints register.  This letter should be sent by the person to whom the complaint was addressed.  Although in theory this letter is sent before the letter is passed to the person dealing with the complaint (normally the Chief Executive) you should discuss the letter with the Chief Executive or if she is unavailable, an officer of the Committee of Trustees before sending.

Your reference number if any:

Complaint reference number: [Allocated when entering the complaint on the Complaints Register]

Dear ***,

Thank you for your letter/email/telephone call of ***.  Your letter/email is being treated as a letter of complaint in accordance with our complaints procedure, a copy of which is enclosed.  I have set out your complaint below.  Please confirm that this accurately reflects your complaint.

[Set out complaint in the person’s own words as far as possible, but omitting emotive language used wherever possible.]

To assist us in handling your complaint, please could you clarify the following:

[If anything is unclear in the complaint as originally drafted, please consider whether to ask for clarification here.  Do not ask for clarification as a form of opening the argument, simply consider whether there is any information that will be essential for the person handling the complaint to begin to investigate it and if so ask for clarification.]

In accordance with our complaints procedure your complaint will now be passed to [the Chief Executive/representative of the Committee of Trustees if for any reason it is inappropriate to allocate to the Chief Executive.  Discuss this first).  [If complaint was addressed to the Chief Executive, or to the person who will be handling it, then amend this paragraph to confirm that the person is starting to investigate the complaint, in accordance with the complaints procedure].  

If you have any questions about the complaints procedure, please do not hesitate to get in touch with us.  You can either get in touch with me [or directly with the Chief Executive or person handling complaint].

I trust that we shall be able to resolve this matter speedily and to your satisfaction.

Yours sincerely

[put your name]
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ILPA GUIDANCE ON HANDLING COMPLAINTS

GUIDANCE ON HANDLING COMPLAINTS

INTRODUCTION

1. Conduct by any member of staff, trainer, Trustee or person representing ILPA may affect the standard of service provided: for example failure to post a letter on time may result in an application arriving too late to be considered.  It is because someone else may ultimately have to take responsibility for your errors that it is vital that you ensure that others are aware of any criticism that may, or may come to, constitute a complaint.

2. All staff and Trustees are responsible for knowing about and implementing the complaints procedures.   

3. Addressing a complaint at the earliest possible stage is the best way to stop it escalating. More problems arise through trying to cover up mistakes and complaints than because of the original conduct about which there is a complaint or criticism.  Talk to the Chief Executive (or a member of the Committee of Trustees) at the earliest possible stage. Get an objective viewpoint and help with finding practical solutions. The more you are prepared to admit difficulties and errors to those within ILPA, the less likely that you will get into a situation where you have to answer for them to those outside. 

4. Our obligations are not only to handle complaints properly, but also to be able to demonstrate that we have handled them properly.  Detailed and accurate record-keeping and note-taking are essential.

5. Complaints and criticisms are also an important part of service of feedback that allows us to improve our services.  Even if you are able to resolve a complaint informally, consider whether there are lessons learned that should be shared with others.

HANDLING COMPLAINTS

Informal stage

6. A complaint may be verbal or written and will not necessarily be formally identified as a complaint.  Anyone working for or representing ILPA could find a complaint addressed to them, about them or about someone else.

7. The aim at this stage is to resolve the matter as quickly and as smoothly as possible. In many cases you can do this by offering an apology and/or, if necessary, a practical solution.

8. Always bring a matter you identify as a complaint to the attention of the Chief Executive or an officer of the Committee of Trustees. 

9. A person approached with a complaint about another member of ILPA staff or a representative should respect the person complaining’s desire for confidentiality. If the person complaining does not wish the person being complained against to know about this at the informal stage then this should be respected. Explain to the person, orally or in responding to their complaint, that in cases of serious misconduct it will not always be possible to keep it from the person that has been complained against. In the case of an informal complaint/matter that may become a complaint it suffices to record 

· the date of the (potential)/ complaint;

· the name of the person raising the matter;

· the name of the member of staff or other ILPA representative involved;

· a note saying ‘informal complaint/potential informal complaint’ and describing in general terms the nature of the matter. 

The note should be passed to the Chief Executive or an officer of the Committee of Trustees to hold on file.

From informal to formal stage

10. In some cases, it will prove impossible to resolve a matter informally and it will therefore move to the formal stage. As a general rule, do not drag out the informal stage if no progress is being made, or if things are getting more, not less, acrimonious. Try to offer your explanation or apology and a practical solution (see below) as quickly as possible and then assess whether this is acceptable.

11. There will be a few cases in which it will be clear from the outset that the complaint is so serious that it is expected that the person will wish to move to the formal stage.  In general, do not by-pass the informal stage: allow the person to speak to someone else if they are unhappy speaking to you.

12. One reason for not dragging out the informal stage is the need to notify certain formal complaints (eg health and safety) to our insurer. Undue delay at the informal stage may compromise the duty to make a notification.

Formal stage

13. When a complaint reaches the formal stage the first step is to enter it in the Complaints Register. The formal complaint should be entered within 2 working days of receipt and the entry should contain the following information:

· a complaint reference number 

· the date of the complaint;

· the name of the person;

· the name of the member of staff or ILPA representative involved;

· a general description of the complaint – as a dated filenote.

14. When a complaint has reached the formal stage you will need to send the letter of acknowledgement of the complaint (see pro forma) within 3 working days of receiving the complaint, enclosing a copy of the complaints procedure. One purpose of the letter is to agree written details of the complaint. The letter can come from the person complained against, or another staff member or a Trustee depending on who was communicating with the client in the informal stage.

15. The formal stage will normally involve passing the complaint to the Chief Executive or representative of the Committee of Trustees to investigate the facts. If you do not feel comfortable handling a particular complaint then you should say so, so that it can be allocated to someone else. 

16. Always let a person know at the earliest possible stage, and in any event before a deadline expires, if it will not be possible to stick to the timetable (eg staff holidays, or absence and no one else who can handle the complaint) in the complaints procedure. This should be included in the letter sending the complaints procedure if you know of any reasons not to stick to the timescale at that stage.

17. See the complaints procedure for step by step handling of the complaint.  In summary the Maximum timescales are as follows:
Day 1
Receive complaint

Day 2 (within 48 hours of receipt) Record complaint in central register and open a separate file

Day 4 Send letter acknowledging complaint (see pro forma) 

Day 4 Pass complaint to person designated to investigate.  This person should ask the person complained against to respond to the complaint.

Day 28 This should be the maximum time between the formal complaint and their receiving our letter with solutions/suggestions for resolution.  Most complaints should be resolved much more rapidly than this.

18. It will be clear from this timetable that the handling of complaints is to be regarded as a priority and other work may need to be reallocated to allow you to deal with it.

19. When a complaint reaches the formal stage the Chief Executive should identify whether it needs to be notified to our insurers.  

20. The Chief Executive or person handling the complaint should ensure that the following are entered on the Complaints Register:

· the date of any internal meeting and the names of those present;

· the date the complaint was examined;

· the date of any meeting with the complainant;

· an indication of whether the complaint is justified (as a filenote)

· the reasons for the complaint (as a filenote);

· details of any suggestions to resolve the complaint (as a filenote);

· the dates of any letters confirming details or suggestions;

· the date of any review and the result of the review (as a filenote);

· the date of the final letter;

· the date the complaint was closed; and

· any action to be taken internally as a result of the complaint.

21. At the end of your investigations, the Chief Executive or the person investigating will send the client a letter explaining:

· what has been decided; and

· any practical solutions ILPA is prepared to offer. 
Appeals stage

22. All complaints procedures should give people the opportunity to appeal to someone who is not involved in the complaint. A firm of solicitors will normally be asked to assist, or arbitration offered (the Chartered Institute of Arbitrators can provide information - 0207 837 4483).  The Maximum timescales are as follows:

· Day of response from dissatisfied person + 5 working days – request to a firm of solicitors to review complaint or invitation to independent mediation or.

· Day of response from dissatisfied person + 10 working days – internal review of decision

· Date of review + 5 working days – Person receives information on results of review, confirming our final position and explaining our reasons. 

GENERAL INFORMATION ON HANDLING COMPLAINTS

The importance of speed

23. Speed is the top priority when handling complaints. The timescales in the Complaints Procedure are tight, but this is integral to handling complaints successfully.  The acknowledgement letter should be sent within 2 working days of making a formal compliant.  If little investigation is needed, it may be more efficient to invite the person to make an appointment to discuss the matter with the person handling the complaint at an early stage and face to face.  The letter should always record a statement of the complaint for the person’s agreement.

Full and fair investigation

24. The complaints procedure is designed to ensure full and fair investigation. People who have an opportunity to air all grievances to someone who shows a clear desire to reach a

just decision are more likely to accept that person’s final decision. 

Confidentiality

25. Make clear that the person’s complaint will not affect the way you treat them in future. Respect the person’s desire for confidentiality, including the desire to complain in confidence.  But if the complaint is about serious misconduct, it may be necessary to raise this directly with the person about whom the complaint is made and the person making the complaint should understand that ILPA’s policies and procedures and the duties of the Committee of Trustees and Chief Executive make this inevitable. 

Practical solutions

26. Deal with all the points raised in a complaint and offer a suitable solution for each

one at the same time. The person should not have to chase you for a remedy.

27. If a complaint is justified, we shall try to offer a fair solution or compensation, which can include an element for the inconvenience of having to make a complaint. Examples of a fair solution are:

· An apology where this is all that is asked for 

· Reduction of a bill or waiver of some or all charges or an agreement to provide another service free of charge or at a reduced rate

· Compensation (in some cases as well as reducing the fee)
· Putting things right and protecting the person’s interests at ILPA’s expense 

28. Offers of compensation or to reduce bills must be authorized by the Committee of Trustees. 

MANAGEMENT OF THE COMPLAINTS PROCEDURE

Annual Reviews

29. Copies of the complaints procedure, on headed paper, must be available to hand to or send to people on request.  If a person asks for a copy of the procedure, give them one.  Always check that you have an up-to-date version of the procedure. 
30. The Annual Reviews will include analyzing

· the reason for the complaint;

· what ILPA did when we received the complaint;

· the remedy suggested; and

· the person’s response.

31. To determine:

· Whether the complaints procedure is working and any adjustments that need to be made to it

· Any adjustments that need to be made to ILPA procedures and standard documents

· Training and induction needs for staff and others representing ILPA

32. Following the review, a note confirming the date of the review, the identity of the reviewer and the conclusions drawn and action points must be entered on the Complaints Register.  Each action point must detail who does what by when.  Subsequent reviews should always include verifying that the action points set out in the previous review have all been implemented and are working well.
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