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1. Complaints Process Overview:

1.1: Remedi welcomes feedback from all stakeholders and will prioritise any concerns/complaints
received taking an honest, impartial and reflective review of the issues with a view to improve our
organisation.

1.2: Any complaint/negative feedback received from stakeholders will be reviewed impartially and fairly
in accordance with this guidance.

1.3: For the purposes of this guidance, we define stakeholders as: Service Users, Partner Agencies,
members of the Wider Public.

1.4 Any complaint received (regardless of stakeholder) will be responded to within 48 hours with a
confirmation of receipt.

1.5 The person handling the complaint/feedback will keep the complainant informed throughout the
process - the frequency will depend on the complainant and the level of investigation required. As a
minimum an update will be provided to the complainant once in every ten working day period.

1.6 For the purposes of this guidance a complaint is defined as any stakeholder expressing
dissatisfaction with the service they have received or how they have been treated. The majority of
complaints will be dealt with by the local manager unless there is a conflict of interest and/or the
complaint is sufficiently serious enough that it needs to be escalated immediately to a member of the
senior directors' team.

1.7 Complaints can be raised with your local Remedi office and/or Remedi’s Head office via telephone,
letter or email. Please see Annex A for a step by step guide to follow.

1.8 When concluding an investigation into complaints/feedback - the complainant will be made aware
of the actions taken or actions that are planned to be taken.

1.9 If the complainant is unhappy with the actions (or proposed actions) they can escalate the issue to a
member of the senior Director team. Once reviewed the stakeholder will be updated on the outcome.
Following the senior director’s input, if they are still unhappy with the outcome of their complaint, they
will be advised that there is no further review to be undertaken by us and we consider the matter
closed.

1.10 When attempting to resolve a complaint we would (when appropriate and with consent of all
involved) offer a restorative meeting between all people affected by the complaint. This would be
offered to the complainant as a way of resolving the issue — communicating the complaint in person,
understanding the context and hearing from the other individual(s) involved. The restorative meeting
would be facilitated by someone independent of the complaint and could be undertaken face to face or
remotely.



1.11 Remedi is committed to providing a quality service to all service users. In return, we expect
everyone who comes into contact with our staff to treat our staff and volunteers with respect. We
understand that, in times of trouble or distress, people may act out of character, and, in a very small
number of cases, may behave in an unacceptable way despite our best efforts to help. This makes it
difficult for us to deal with queries or complaints effectively.

With that in mind, please refer to the ‘Unacceptable customer behaviour policy and procedure’
included in this document as Annex B



Annex A

Step 1

Please raise your complaint with your local Remedi point of contact. If you don’t feel comfortable
raising this with them (for example, the complaint is about them), you can direct your complaint to
Remedi’s head office.

When submitting a complaint, please outline the following.

Who you are

How you have come into contact with Remedi

A brief overview of the nature of the complaint

Appropriate contact details including preferred method of contact.

NB. By completing this document you are consenting to Remedi storing your information for the
purposes of dealing with your complaint. This does not affect your rights under GDPR.

Once the complaint has been received, Remedi will acknowledge your complaint within 48 hours. We
will allocate the complaint to an appropriate manager who will get in touch within 5 working days to
discuss the complaint in more details.

Step 2 - discussing the complaint in more detail.

The manager assigned to address the complaint will get in touch to clarify the details around the
complaint and to understand what your preferred outcomes are. Complaints can vary in seriousness,
so depending on the issues being raised, we will take a bespoke approach to each individual case.

Step 3 — Investigation

If the complaint requires further investigation, the manager assigned will undertake this to ascertain
the facts surrounding the complaint, work towards a resolution and take any required actions
necessary.

Step 4 — Conclusion

Once our investigation is completed, we will communicate our findings to you and where appropriate
what actions will be taken. If you are unhappy with the conclusion, you can escalate the complaint to
one of the senior directors within Remedi. Simply contact head office and state that you wish to
escalate a previous complaint.



Annex B — Unacceptable customer behaviour policy and procedure’

Remedi is committed to providing a quality service to all service users. In return, we expect
everyone who comes into contact with our staff to treat our staff and volunteers with respect.
Most service users tell us that they are satisfied with their interaction with our organisation, but
we recognise that sometimes this isn’t always the case. We understand that, in times of trouble
or distress, people may act out of character, and, in a very small number of cases, may behave
in an unacceptable way despite our best efforts to help. This makes it difficult for us to deal with
queries or complaints effectively. We also have a duty to protect the welfare and safety of our
staff. They should be able to come to work without fear of violence, abuse, harassment, or
discrimination.

This policy means we can manage unacceptable service user behaviour consistently and fairly.
It sets out clearly what we consider to be unacceptable and the steps we may take to deal with
such behaviour. It applies to everyone who accesses our services to help us protect staff from

abuse and harm.

You can expect that our employees will always:

e provide a fair, open, proportionate, and accessible service

e listen and understand

e treat everyone who contacts us with respect, empathy, and dignity
e Behave in line with our organisation discipline and conduct policy.

We expect people accessing our services to:
e be courteous

e engage with us in a way that does not hamper our ability to carry out our work
effectively and efficiently for the benefit of all

Safeguarding and disclosures

If, in the course of our work, an individual threatens to harm themselves or others, we will
consider disclosing this to a relevant health professional. We may also contact the police if
others are threatened with harm.

Definition of unacceptable behaviour

Unacceptable behaviour means acting in a way that is unreasonable, regardless of the level of
someone’s stress, frustration or anger. It may involve acts, words or physical gestures that
could cause another person distress or discomfort.



Aggressive or abusive behaviour

This is behaviour or language (written or spoken) that could cause our staff to feel afraid,
threatened or abused. This includes threatening emails, telephone calls, meetings, and
comments on social media or elsewhere.

For example:

e insulting or degrading language, including inappropriate banter, innuendo or
malicious allegations

e any form of physical violence or threats of physical violence
o derogatory racist, sexist, ageist, or homophobic remarks

e comments relating to disability, perceived gender, religion, belief, or any other
personal characteristic

Unreasonable demands and vexatious complaints

Service Users might make requests that we cannot reasonably accommodate. This may include
but is not limited to:

o the amount of information they seek

o the nature and scale of service they expect

o the volume of correspondence they generate
e aremedy or outcome that cannot be achieved

We accept that someone who is persistent is not necessarily guilty of unacceptable behaviour.
What is seen as an unreasonable demand will depend on the circumstances of each case. We
will always consider each complaint on its own merits.

However, the behaviour of someone who persistently contacts us about the same issue, when
that issue has been dealt with in line with our complaints policy, can, in some circumstances,
amount to unreasonable demand. Such behaviour takes up a disproportionate amount of our
time and resources and can affect our ability to provide a service to others.

Examples of behaviour which we consider as unreasonable demands and/or vexatious
complaints include but are not limited to:

o refusing to follow our complaints procedure

e persistently pursuing a complaint where the complaints procedure has been fully and
properly implemented and exhausted

e contacting us repeatedly and frequently without giving us enough time to respond to
previous correspondence

e insisting on seeing or speaking to a particular member of staff when a suitable
alternative has been offered



e visiting our offices without an appointment

o focusing disproportionately on a matter in relation to its significance and continuing to
focus on this point despite receiving proportionate responses addressing the matter

e adopting a ‘scatter gun’ approach: pursuing parallel complaints about the same issue
with different members of staff

o threatening or using actual physical violence towards staff or their associates

e being personally abusive or verbally aggressive towards staff dealing with their issue
or their associates

e recording meetings or conversations (whether face-to-face or on the telephone)
without the prior knowledge or consent of other people involved

How we will respond to incidents of unacceptable behaviour

We do not expect our employees to tolerate unacceptable behaviour when communicating with
our service users. When this happens, our employees have the right to:

e place callers on hold
e end the call
e End the in-person session

e not reply to an abusive email or letter - we will only review these communications to
ensure no new issues have been raised

Before taking such action, we will always warn service users that they are behaving in an
unacceptable way to give them the chance to change their behaviour. However, a warning will
not be given in extreme cases to protect our staff, for example, when a physical threat is made.

Where these circumstances arise, we will take the following steps:

o Ask service users to modify their behaviour and explain why

o if the behaviour continues to be unacceptable, our employees will remove themselves
from the situation. If the communication is by telephone, the caller will be told that the
call will be ended

o the employee will inform their manager who will keep a record of the incident. In all
cases a manager will investigate the situation and decide what action to take. This
could include limiting a service users contact with us

o we’'ll refer the matter to the police where a criminal offence has been threatened or
committed

How we will take account of our duties under the Equality Act 2010

We make sure that we meet the requirements of the Equality Act 2010 and the Public Sector
Equality Duty. This includes making sure we consider adjustments for people with protected
characteristics (https://www.gov.uk/guidance/equality-act-2010-guidance)
(https://www.gov.uk/government/publications/public-sector-equality-duty)

Some people may have difficulty expressing themselves or communicating clearly and/or
appropriately. We will always consider the needs and circumstances that we have been made



are aware of, before deciding how best to manage the situation. This will include making
reasonable adjustments. However, this does not mean we will tolerate abusive language,
shouting, or other unacceptable behaviour or actions. If an individual with a protected
characteristic becomes the subject of a restriction under this policy, we will consider whether the
restriction may affect them disproportionally. If this is the case, we may make different
arrangements so they can still access the service.



