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COMPLAINTS PROCEDURE

Quality South East’s approach to dealing with complaints is based on the principles and guidance contained within the operating licence issued by Investors in People.

In the unlikely event of a complaint being received it will be given immediate attention, and will be treated in the strictest of confidence. The complainant shall be kept informed of progress being made in resolving the complaint to an amicable outcome.

A complaint may be received via Investors in People UK or directly from a client, employee, practitioner or panel member.

The QSE Client Services Manager is the first point of contact for all complaints.
Purpose

The purpose of an effective complaints procedure is to ensure all complaints are resolved quickly and efficiently. The credibility of the Investors in People Standard is paramount and it should be perceived as a benchmark of quality.  The information gained from complaints should be used to inform and improve practice within the both the company and the delivery network. It should also be used to influence the executive board of the Investors in People UK in defining and setting future organisational/operational strategies.

Scope

This procedure applies to all of the Investors in People Quality Management Systems and working practices. 

Responsibility

The Managing Director of QSE has the ultimate responsibility for this procedure. The Client Services Manager has operational responsibility for day-to-day implementation of the procedure and management of the complaint.
What is a complaint?

The Collins dictionary defines a complaint as to express resentment, displeasure etc,; grumble. For our purposes, we will deem any negative expression directly related to the Standard, people’s perception of the Standard, the process of assessment, review and/or recognition to be a complaint. 
Complaints Procedure

It is company policy that all complaints are treated seriously, no matter how unrelated to the Standard they might seem. We will act courteously and professionally at all times, treating complainants with sympathy and empathy, using them as an opportunity to learn. Confidentiality is also a major consideration, given the highly sensitive nature of some allegations against organisations or individuals.

Whilst we may receive telephone calls from individuals, we cannot instigate a formal complaint investigation unless the complainant is prepared to present their complaint in writing. This is common practice in many organisations and ensures we only deal with bona-fide complaints. To investigate a complaint, we need the following minimum information, which can be provided either by e-mail or letter to the QSE Client Services  Manager: 

· The name of the organisation
· The organisation’s address
· Details of the complaint and preferably how it relates to the content of the Standard, the Practitioner and/or is deemed to bring the Standard into disrepute
· Where appropriate, written permission from the complainant to discuss the details of their complaint with the organisation and/or individuals concerned (this does not include disclosing their identity, although complainants need to be aware that it might be easy for the organisation to identify them from their individual complaint)
· Which communication medium the complainant wishes us to use to keep them informed of progress towards resolution
· Once a complaint has been received in writing, the Client Services Manager will ensure that the complainant receives some form of response within three working days. QSE will endeavour to resolve complaints as quickly as possible, and forward a response within 10 working days, however in the event of the complaint requiring further investigation the complainant will be advised in writing within 5 working days
In most cases communication will be via e-mail or letter, unless the complainant’s preferred communication method in the telephone. If this is the case then the detail of the conversation will be recorded.

The details of the complaint and associated information will then be entered into the Quality South East Complaints Database. Each complaint will automatically receive a numeric identifier, which can be quoted on all written correspondence, should the complaint require formal investigation/referral.

Quality Centres are required to investigate complaints against organisations that are located in their defined geographic locations, regardless of whether the Quality Centre has previously been responsible for assessment and review of the organisation concerned. Exceptions to this include national organisations working the Investors in People UK and clients who have expressly chosen to work with a different Quality Centre.

Investigations can take many different forms, varying from a discussion with the Assessor to a total re-examination of the organisation’s practices relating to the Standard. 

Once the investigation has been completed, the complainant should receive a full and substantive reply from the Quality Centre. However, care will be taken not to disclose any commercial, sensitive or confidential information to the complainant. Should either the complainant and/or the Client Services Manager be dissatisfied with the outcome of the investigation or the way the complaint has been investigated, the matter shall be referred to the Director of Quality at Investors in People UK.      

Complaints relating to advisors, assessors, recognition panel members or other delivery partner employees.

Occasionally, we receive formal complaints about the actions, attitude and behaviour of Practitioners. Examples could include allegations of misconduct, fraud, disclosure of confidential information, impropriety or behaviour inappropriate with the role. In these cases, each situation will need careful examination and be dealt with according to its individual circumstances. Serious matters, such as described, may need to be referred to the Director of Quality at Investors in People UK.  

Should the complaint relate directly to a Practitioner (Advisor/Assessor) he she will be advised of the complaint in writing by the Client Services Manager. The Practitioner will be given the opportunity to respond to the complaint. There will be no direct contact between the practitioner and the complainant except in cases were both parties are in full agreement to meet.

There may be occasions when a Regional Quality Centre finds it necessary to remove someone from the National Register. This must be done as a result of a failure to meet the requirements of registration or Code of Conduct and there must be evidence of discussions that have taken place between the practitioner and the centre. The following steps should be undertaken and any decision must be shown to be consistent and fair.

1. The Practitioner must be clear about the reasons for de-registration

2. If appropriate, they must have been given time to improve their performance

3. If appropriate, they must have been offered development in the areas where they are deemed not to be up to standard.

If a practitioner feels the decision made does not meet these criteria, they have the right of appeal to the Director of Quality at Investors in People UK. The Director of Quality Investors in People contact details may be obtained from the Quality Centre on request. 

This must be in writing and must be received within 28 days of receiving notice of de-registration. The decision of the Director of Quality in respect of any appeal will be final and will be made within 28 days of the appeal being received.

Reporting of complaints

Using the complaints database as the principal source of information, the Quality Centre will prepare a quarterly written report for of Investors in People UK. This report will be presented to the Director of Quality at Investors in People UK. The report will provide information on the following:

· Details of complaints made over the period since the last report

· Suggestions for improvements

· Any additional information that is considered useful for the Board

Four times a year, Investors in People UK will also extrapolate information from the Quarterly Reports produced by each Local Quality Centre and add this to the report presented to the Board. This should enable to the Board to understand more about complaints received by each Quality Centre.

Quality Centres will also be allowed open access to the database and the Quality Manager at Investors in People UK will grant reasonable requests for reports or statistical information. Investors in People UK will also produce a periodic report of the nature and type of complaints to DfES.

Storing information relating to the complaint

Investors in People UK/the Quality Centre shall be responsible for ensuring all documentation relating to individual complaints is copied and stored for a minimum period of three years. All letters, e-mails and notes from substantial phone calls are referenced against the relevant database number and stored within their offices. 
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