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1.1 This policy and procedure applies to all Nirvanas Arts Collective CIC employees and to employees and organisations who deliver services on behalf of the local authority.

1.2 Anyone who is affected by our services can make a complaint. This includes:

· People who work or visit Nirvanas Arts Collective;
· Local businesses;
· Community groups;
· Customers;
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2.1 The way we handle customer complaints, resolve their problems and use the feedback to improve our services is a key component of our customer strategy.

2.2 This complaint policy and procedure is necessary for the efficient operation of services in delivering value for money and improving customer satisfaction. They have been developed to encourage customers to tell us what we are doing wrong so we can try to put it right. The policy and procedure:

· Allows managers to address issues of unsatisfactory service and seek improvements in service delivery;
· Ensures that customers are treated fairly and consistently;
· Ensures that a proper and adequate investigation takes place before any action is taken;
· Encourages all staff in all services to improve customer service delivery and service performance; and
· Safeguards the integrity and good reputation of Nirvanas Arts Collective


2.3 In addition, the overarching objectives for the handling of and learning from complaints are:

· Consistency – Nirvanas Arts Collective aims to give its customers a consistent, fair, structured and easy to follow process when they are unhappy about Nirvanas Arts Collectives’ services and want to complain;
· Quality – Nirvanas Arts Collective wants to continually improve the quality of its services; encourage and promote best practice amongst its staff; operate within statutory, regulatory and legal frameworks; and listen and improve its relationship with its customers and service users;
· Improvement – the complaints procedure should be a positive experience for customers and staff alike, where the investigation outcome and resolution of complaints will be used to monitor Nirvanas Arts Collectives performance and improve service delivery;
· Inclusion –Nirvanas Arts Collective values customer opinions and so, wants to make it easy for anyone who wants to complain. Information can be provided in a range of languages, in large print, Braille or via audio-tape. Nirvanas Arts Collective will always do its best to meet customers particular needs and make it easier for them to use the complaint procedure; and
· Learning –Nirvanas Arts Collective aims to learn from complaints, using customer feedback to inform service improvements or to develop training for staff.

2.4 A complaint is defined as, “an expression of dissatisfaction with Nirvanas Arts Collective, however expressed, whether justified or not”. This simple and clear definition allows a complaint to be defined from the customer’s perspective rather than Nirvanas Arts Collective.


2.5 A complaint could be for example in relation to:

· A delay in taking action without good reason;
· A failure to provide a service;
· Mistakes in the way a decision has been taken;
· Not following the law or Nirvanas Arts Collectives’ own policies;
· Broken promises;
· Giving incorrect or misleading information;
· Bias or unfair discrimination;
· Rude, unhelpful or inappropriate behaviour by staff;
· Poor communication; and
· The conduct of staff when delivering the service

2.6 Therefore, a complaint can fall broadly into one of three categories:

· Complaints about a service (or product)
· Complaints about a member of staff
· Complaints about a policy

2.7 There are some issues that cannot be covered by this complaint policy and procedure. For more information on these exceptions, please go to section five of this document.

2.8 Customers can make a complaint in the way that best suits them. Complaints should be made to Nirvanas Arts Collective within 12 months of when a customer feels that something has gone wrong. If it is longer Nirvanas Arts Collective can ask customers to explain why they could not complain sooner. Nirvanas Arts Collective encourages any customer who has a concern or suggestion about a particular service to make contact with us straight away, where the aim will be to resolve the issue quickly at the first point of contact. Whether the complaint is completed informally at the first point of contact it should be recorded so Nirvanas Arts Collective has greater visibility of customer issues. Contact can be via:

· By letter;
· By email;
· Made in person;
· By telephone;
· In English, unless there is a justifiable reason for another language to be use, i.e. the person complaining can not write in English. 
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3.1 Nirvanas Arts Collective has a two stage procedure that is designed to support the effective management of complaints.



3.3 The target time for a response, for either stage, is 14 working days
from the receipt of the complaint.

3.4 The person who first receives the complaint is responsible for logging the complaint on Nirvanas Arts Collective complaint system.

3.5 When a customer cannot be provided with a full response within the time-scale the customer will be notified immediately and given a revised time-scale as to when they can expect a full response to their complaint.

3.6 Stage one complaints

3.6.1 The service area the complaint has been made about will be responsible for recording, investigating and responding to the complaint.

3.6.2 Customers should direct their complaint to the service area responsible, detailing what they are unhappy about and what they would like Nirvanas Arts Collective to do as a result of their complaint.

3.6.3 An investigating officer will be assigned by the relevant service.

3.6.4 The maximum amount of time given for responding to a stage one complaint is 14 working days. If the complaint cannot be resolved on the spot, then the service must acknowledge the complaint within five working days and resolve to deal with the complaint in the remaining time left.

3.6.5 All services should aim to resolve and respond much quicker than the
14 working days, and as often as possible resolve on the spot.

3.6.6 In the event that a complaint takes longer than the 14 working days, the investigating officer will set and agree a reasonable and appropriate revised timescale and regularly keep the customer up to date on its progress.

3.6.7 A complaint may be upheld, partly upheld or not upheld. This means the complaint was completely justified, partly justified or not justified at all. Any response to a complaint will determine and outline whether a complaint was justified or not, with clear reasons why.


3.6.8 Where complaints are upheld or partly upheld, the remedy needs to be appropriate to the complaint, taking into account the customer’s desired outcome.

3.6.9 The aim is to ensure as far as possible that broadly similar complaints, if justified, should receive broadly comparable remedies. There will be



circumstances where the local authority is unable to put the customer back into the position, he or she would have been in because of the amount of time lapsed or due to other events which may since have occurred. In such cases, financial compensation may be the most appropriate approach.

3.6.10 If a customer is unhappy with the response to their complaint at stage one, they can ask for the complaint to be escalate to the second stage. In doing so, the customer should clearly detail why they believe their complaint was not addressed in the first stage.

Complaints should be escalated to stage two where the response at stage one is considered to be unclear, unhelpful or incomplete.





3.7 Stage two complaints

3.7.1 All stage two complaints will be investigated independently by the appropriate Director.


3.7.3 The maximum amount of time given for responding to a stage two complaint in full is 21 working days, with a customer receiving an acknowledgement within the first three days of this time-frame.

3.7.4 If a complaint is complicated and likely to take longer to resolve the investigating officer will keep a customer updated on its progress.

3.7.5 All stage two complaints will be signed off by a Director



4. Exceptions

4.1 Certain types of issues and complaints fall outside of Nirvanas Arts Collectives’ corporate complaints policy and procedure because there are other processes more suitable for dealing with them, or because they are outside of Nirvanas Arts Collectives/ control. These include:

· Matters of law or central government policy;
· Complaints from staff about HR issues; including appointments, dismissals, pay, pensions and discipline. These are dealt with separately under Nirvanas Arts Collectives HR policies and procedures;



· Commercial or contractual matters, for example contracts for the supply of goods and services to Nirvanas Arts Collective. 
· Complaints where a customer or Nirvanas Arts Collective has started legal proceedings but not where a customer has only threatened legal action;
· Complaints that have already been decided by a court or independent tribunal should not be accepted but complaints about the implementation of a court or tribunal’s decision should be investigated
· Where a customer is unhappy about the outcomes of their appeal or tribunal decision these have separate review procedures that remain outside of Nirvanas Arts Collectives’ complaint policy and procedure

4.2 If in doubt, it should be recorded and investigated as a complaint. If it is decided not to accept the complaint, a customer should be given a clear explanation as to why and if possible, an alternative route should be given.

4.3 A judgement needs to be made on a case by case basis as to whether to l look into the substance of anonymous complaints. When an anonymous complaint is made it will obviously not be possible for a response to be provided back to that customer.
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5.1 For more help or information, customers and staff can contact the complaint resolution team.

For complaints and safeguarding concerns: 
[bookmark: Email:_janine@resourcewales.com][bookmark: Telephone:_07941914323]Email: elysiannac@gmail.com 
Telephone: 07834578705
[bookmark: Emma_Logan_Project_Lead_responsible_for_]
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