Threshold Services Adult Services Complaints Procedure
Easy Read Version
This procedure is for Threshold Services adult services in Northern Ireland.
It explains:
· how you can make a complaint
· what we will do when we receive a complaint
· how we will investigate your complaint
· what you can do if you are unhappy with our response
We want people to feel safe and comfortable making a complaint.
We will treat complaints fairly and take them seriously.
Who deals with complaints?
Our Designated Complaints Officer is:
Emma Bailie
Director of Operations
You can email a complaint to:
complaints@threshold-services.co.uk
Who can make a complaint?
A complaint can be made by:
· a person supported by Threshold Services
· a family member
· a representative
· a member of staff
· a trustee
· a regulator
Someone can make a complaint for a person we support sometimes. 
This can happen when:
· the person supported has agreed that the representative can complain for them
· the representative has legal authority to act for the person
· the person supported cannot make the complaint themselves and the representative is acting in their best interests
· the complainant is the parent or legal guardian of an adult person supported
Legal authority can include a Lasting Power of Attorney, known as an LPA, or an Enduring Power of Attorney, known as an EPA.
Complaints about keeping people safe
Sometimes a complaint may tell us that a person could be at risk of abuse, harm or neglect.
This is called a safeguarding concern.
If this happens, we will follow our adult safeguarding procedures.
Threshold Services' Adult Safeguarding Champion is:
Joanna Clarke
We may also need to contact the Adult Protection Gateway Team in the person's Health and Social Care Trust.
Sometimes we may need to pause our investigation into the complaint while a safeguarding investigation is taking place.
The Director of Operations will decide if this is necessary.
Stage One – Making a complaint
What happens when we receive your complaint?
Complaints sent to the complaints email address are received by the Director of Operations.
We will normally send you an email to confirm that we have received your complaint within 3 to 5 working days.
A working day usually means Monday to Friday and does not include bank holidays.
How will we investigate?
We will look into what happened.
We may need to:
· speak to you
· speak to staff or other people involved
· look at records or documents
· collect other information about the complaint
We will also ask what you would like to happen as a result of your complaint.
Staff investigating complaints will follow Threshold Services' guidance on carrying out investigations.
We aim to provide a response or outcome within 5 working days.
For some complaints, we may need up to 10 working days.
If we need more time, we will tell you:
· why there is a delay
· when we expect to give you a response
What will the response tell you?
We will normally send the outcome of your complaint by email.
We will explain:
· what we found
· whether your complaint was upheld
· whether part of your complaint was upheld
· whether your complaint was not upheld
· the reasons for our decision
· whether the outcome you wanted was achieved
If appropriate, we will apologise for something that went wrong.
We will also tell you what you can do if you are unhappy with our decision.
Stage Two – Asking us to look at the complaint again
You can ask for your complaint to go to Stage Two if you are unhappy with the Stage One outcome and believe relevant information was not considered.
The Stage Two review will normally be managed by the Director of Operations.
If necessary, another senior manager who has not been involved in the complaint may carry out the review.
We will look again at the complaint and the relevant information.
We aim to complete a Stage Two investigation within 20 working days.
Some complicated complaints may take longer.
If this happens, we will tell you about the delay and keep you updated.
We will send you the Stage Two outcome by email.
This will explain our findings.
Stage Two is the end of Threshold Services' internal complaints process.
If you are still unhappy, you may be able to take your complaint to an organisation outside Threshold Services.
Serious or exceptional complaints
Some complaints may be particularly serious.
For example, they may:
· raise serious concerns about Threshold Services
· affect public confidence in Threshold Services
· involve matters of significant public interest
The Director of Operations will make sure that the appropriate senior staff are informed and will monitor how the complaint is handled.
Repeated, persistent or vexatious complaints
Sometimes a person may repeatedly complain about the same or very similar issues.
In some circumstances a complaint may be considered vexatious. This means there is evidence that the complaint has no reasonable basis and is being pursued in a way that causes unreasonable disruption or inconvenience.
We will not describe a complaint as vexatious simply because someone is persistent or because they disagree with our decision.
A Service Manager will raise concerns about persistent or vexatious complaints with the Director of Operations.
The Director of Operations will decide whether to:
· investigate the complaint in the usual way
· limit the issues that will be investigated
· bring the investigation to an end
· place reasonable limits on further contact about the same issue
We will explain our decision to the complainant.
Withdrawing a complaint
You can withdraw your complaint at any time.
You should tell us by email or another suitable form of communication.
The Director of Operations will record that the complaint has been withdrawn.
Sometimes Threshold Services may still need to look into an issue raised by the complaint.
For example, we may continue looking into something if it:
· affects the safety of people we support
· identifies a serious concern
· could help us improve our services
Complaints about something that happened a long time ago
You should normally make a complaint within 6 months of:
· the event you are complaining about, or
· the date you became aware of the problem
We may still consider an older complaint when there is a good reason for the delay.
For example:
· illness
· trauma
· a safeguarding concern
· new information or evidence
We may consider safeguarding or serious public interest concerns even if more than 6 months have passed.
Taking your complaint outside Threshold Services
If you have completed Threshold Services' complaints process and are still unhappy, you may be able to complain to the Northern Ireland Public Services Ombudsman, also known as NIPSO.
You can contact NIPSO at:
Northern Ireland Public Services Ombudsman
Progressive House
33 Wellington Place
Belfast
BT1 6HN
Freephone: 0800 342 424
Email: nipso@nipso.org.uk
Normally, a complaint to NIPSO should be made within 6 months of receiving Threshold Services' final response.
What Threshold Services staff must do
All Threshold Services staff and volunteers should:
· help people to make complaints safely
· treat people fairly
· be open and transparent
· take complaints seriously
The Director of Operations is responsible for:
· receiving complaints
· making sure complaints are investigated
· communicating the outcome
· providing guidance and support
Human Resources can provide support with complicated cases when needed.
More help
If you need help to make a complaint, please speak to a member of Threshold Services staff.
We can provide more information or guidance about the complaints process.
You can also contact:
complaints@threshold-services.co.uk

