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1. Threshold Services Adult Services Complaints Procedure (Northern Ireland)
Designated Complaints Officer: Emma Bailie, Director of Operations
Email: complaints@threshold-services.co.uk

1.1 Introduction
This procedure supports Threshold Services’ Complaints and Compliments Policy for adult services in Northern Ireland. It sets out the process for receiving, investigating, and resolving complaints, ensuring all complaints are treated fairly, transparently, and consistently.

2. Receiving Complaints
· Complaints may be received directly by email to the designated complaints address.
· Complaints are welcomed from the people we support, family members, representatives, staff, trustees, or regulators.
· Complaints raised by representatives for the people we support are accepted when:
· The representative has legal authority (e.g., LPA/EPA: A complaint can be made by someone with legal authority, such as a Lasting Power of Attorney (LPA) or Enduring Power of Attorney (EPA), or by a representative acting in the best interests of a person supported who cannot complain for themselves)
· The person supported has provided consent
· The person supported lacks capacity and the representative acts in their best interests
· The complainant is a parent or legal guardian of an adult person supported

3. Complaints and Safeguarding Concerns
· Complaints may involve safeguarding issues.
· These are handled in line with adult safeguarding procedures:
· Adult Safeguarding Champion within Threshold – Joanna Clarke 
· Adult Protection Gateway Team within the relevant Health and Social Care Trust
· Investigation of the complaint may be paused if safeguarding is being investigated, with agreement from the Director of Operations.
4. Stage One: Handling Complaints
4.1 Receiving and Acknowledgement
· All complaints are received by Emma Bailie, Director of Operations via complaints email.
· An acknowledgement email is sent within 3-5 working days.
4.2 Investigation
· Complaints are investigated according to Threshold Services’ Conducting Workplace Investigations guidance.
· The investigation identifies the complainant’s desired outcome.
· The investigation is completed promptly, and if not possible within the agreed timescale (5 days for a response/ outcome with an extension to 10 days where applicable), the complainant is notified of the delay and expected response date.
4.3 Outcome
· Outcome communicated to the complainant via email, including:
· Summary of findings
· Whether the complaint is upheld, partially upheld, or not upheld, with explanation
· Apology if appropriate (Duty of Candour)
· Whether the complainant’s desired outcome was achieved
· Information on how to escalate to Stage Two

5. Stage Two: Appeals
· Stage Two is for complainants dissatisfied with Stage One outcome, where relevant information was not considered.
· Stage Two is managed directly by Emma Bailie, or a suitably independent senior manager as agreed.
· Investigation follows workplace investigations guidance.
· Outcome is communicated via email, including Stage Two findings and confirmation that this is the end of Threshold Services’ internal complaints procedure.
· External escalation guidance is given within the Complaints Policy (e.g., NIPSO).
· Investigations should conclude within 20 working days unless an extension is required (due to complexities) with notice and updates given to the complainant.

6. Exceptional Complaints
· Complaints with serious implications for Threshold Services’ reputation or public interest.
· Director of Operations informs relevant senior staff and monitors progress.
7. Persistent or Vexatious Complaints
· Persistent: repeated complaints about the same/similar issues
· Vexatious: complaints without merit intended to cause inconvenience
· A Service Manager notifies the Director of Operations and informs the complainant of the decision.
· Director of Operations decides action:
· Investigate as usual
· Limit focus of investigation
· Cease investigation
· Outcome communicated to complainant promptly.

8. Complaint Withdrawals
· Complaints may be withdrawn at any stage.
· Complainant confirms withdrawal via email or other appropriate communication.
· Withdrawal is recorded by Director of Operations.
· Investigation may continue if issues arise from the complaint that can provide organisational learning.

9. Out-of-Time Complaints
· Complaints should normally be raised within six months of the incident or awareness.
· Complaints outside this timeframe may be considered if exceptional circumstances exist (illness, trauma, safeguarding, new evidence).
· Safeguarding or public interest complaints may be considered regardless of time elapsed.

10. Frivolous or Vexatious Complaints
· Complaints may not be investigated if deemed frivolous or vexatious.
· Repeated complaints may result in limitations on engagement with Threshold Services.

11. Escalation to NIPSO
· Dissatisfied complainants may contact the Northern Ireland Public Services Ombudsman (NIPSO):
· Address: Progressive House, 33 Wellington Place, Belfast, BT1 6HN
· Freephone: 0800 342 424
· Email: nipso@nipso.org.uk
· Normally, complaints must be made within six months of receiving the final response.
12. Roles and Responsibilities
· All staff and volunteers: enable safe complaint raising, act fairly and transparently.
· Director of Operations: receives complaints, manages investigations, communicates outcomes, provides additional guidance and support.
· HR support: available for complex cases.

13. Additional Guidance
· Template letters and guidance are available from Director of Operations.
· HR support is provided where required.
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How to Make a Compl

Follow these steps to raise a complaint or concern.

Step 1: Raise Your Concern
Talk to a Staff Member or Manager

Q

‘ We Review and Investigate Your Complaint

7  Step 4: Response

We Provide an Outcome & Explanation
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