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Introduction

In Canllaw (the Company) we are committed to ‘putting the customer first’ to improve
the quality of our services and the experience of our customers.

We welcome the opinions of our customers. Complaints are important to us in order
to highlight the areas that we are operating well, and where we need to focus on in
order to improve future services.

Definition of a Complaint

A complaint can be defined as someone who is unhappy with the service they have
received. A complaint can be about the standard of the service, a lack of
implementation, or un-satisfaction with the way in which a member of staff has dealt
with the problem.

Complaints

Canllaw is committed to effectively deal with any concerns or complaints you may
have about our services. We will try to explain any matters you are uncertain about.
If we have done something wrong, we will apologise and try to put things right. We
will also learn from our mistakes and use the information to improve our services.

When to use this policy?

If you have a concern or a complaint, we will respond in the way in which we explain
below.

Sometimes, we will not be able to respond, if we were not responsible, or if we didn’t
have the right to respond. If this was the case, we will suggest other ways in which
to deal with the matter.

This policy is not applicable if the matter is about Freedom of Information or Data
Protection matters. Please contact the Director in such circumstances.

4.1 Have vou brought the problem to our attention before?

This complaints policy should not be used if it is the first time you are telling us about
a problem or concern — for example asking when repair works will be done to your
home, where you should do this via the relevant service team (Care & Repair, Canllaw
Addasu or Canllaw Technegol) in the usual manner.

We will not use this policy when you are expressing your dissatisfaction for the first
time either — for example when you express dissatisfaction with the standard of work
of a contractor who has been working on your home. You should again declare this
via the relevant service team, where they will log it on the internal systems.

You should first give us a chance to respond to your problem or dissatisfaction, as we
believe that it is better to deal with things immediately rather than try to resolve them
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at a later date. If you are still not happy with our response, then we will deal with your
complaint via this policy as we describe below.

How to express a complaint through the complaints procedure

To express a concern or make a formal complaint:

e Ask a member of Canllaw staff for a complaints form. Tell him/her that
you want to make a complaint.

e You can contact our complaints contact point on 01286 889360 if you
wish to make a complaint over the telephone

e Use the form on our website on www.canllaw.org

e Send an email to post@canllaw.org

e Write a letter to the attention of the Director to our office:
Canllaw, Uned 8/9 Llys y Fedwen, Parc Menai Bangor LL57 4BL

There will be complaint forms, in Welsh and English, available at our office. We can
provide alternate media, e.e large print versions as well.

You may express our complaint in your language of choice

Dealing with your complaint or concern

e We will formally acknowledge your concern within 3 working days and let you
know how we intend to deal with it.

e We will ask you to tell us how you would like us to communicate with you. For
example, do you have a special requirement because of a disability?

e We will deal with your concern in an open and honest way.

e We will make sure the service you receive from us in the future does not suffer
because you have expressed a concern or made a complaint.

Normally, we will only be able to look at your concerns if you tell us about them within
6 months. This is because it's better to look into things when they are still fresh in
everyone’s mind.

Sometimes, we can consider matters after more than 6 months. But, you will have to
give us strong reasons why you have not been able to tell us sooner. We will need
enough information to consider the matter properly. Whatever the circumstances, we
will not consider matters which took place more than three years ago.

If you're expressing a concern on behalf of somebody else, they will have to confirm
that they are happy for you to do so.

We will do our best to deal with anonymous complaints by investigating as thoroughly
as possible.
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What if I’'m complaining about more than one body?

If your complaint or concerns is about more than one organisation (for example, a
housing grant involving us and the Council), one organisation or the other will usually
take the lead in responding.

If the complaint is about someone working on our behalf (for example external
agencies) please raise the matter informally with them in the first instance.

Investigate your Complaints

There are 2 stages to the investigation process:

Stage 1 - Informal Complaint

The complaint will be dealt with by the relevant Service Manager in the first
instance and we will give you their name and the title. You will receive a reply
within 10 working days suggesting ways to resolve the problem, or letting you
know the Company’s decision.

This letter will also tell you how you may appeal against the decision if you are
still not satisfied. We would expect your appeal within 10 working days of you
receiving the Company’s response which explains the reasons for your appeal.

If we do not have any response with this time, then we will consider that you
are happy with the response, and we will proceed to close the complaint.

Stage 2 — Formal Complaint

If you appeal against the decision of the Service Manager, the complaint will be
forwarded to the Director who will deal with the complaint as a formal complaint.
In the absence of the Director, we will confirm to you who will investigate the
complaint.

o Within 3 working days you will be sent a letter confirming that we have
received your complaint.

o We will set out our understanding of your concerns and ask you to
confirm that our understanding is correct. We'll also ask you to tell us
what you hope will happen as a result of your complaint.

o The person who is investigating your concerns will firstly try to establish
the facts. The extent of this investigation will depend on how complex
and how serious are the issues you have raised. Sometimes, we may
ask to meet you to discuss your concerns. Occasionally, we might
suggest mediation or another method to try to resolve disputes.

o In investigating your complaint, we will look at all the relevant evidence.
This could include files, notes of conversations, letters and e-mails. If
necessary, we’ll talk to the staff or others involved and look at our policies
and any legal entitlement and guidance.
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o We will try to resolve concerns as quickly as possible. We deal with
the vast majority of complaints within 20 working days. If your
complaint is more complex, we will:

e let you know within this time why we think it may take longer to
investigate

e tell you how long we expect it to take.

e let you know where we have reached with the investigation,
and

e give you regular updates, including telling you whether any
developments might change our original estimate.

The Outcome

If we formally investigate your complaint, we will let you know what we have found,
and we will use your preferred form of communication, for example a letter or e-mail.
If necessary, we will produce a longer report. We’ll explain how and why we came to
our conclusions.

The Management Team will review the outcome before it is released to you in order
to ensure that the complaint has been investigated thoroughly and impartially and
according to the timelines as agreed,

If we find that we got it wrong, we’ll tell you what and why it happened. We’'ll show how
the mistake affected you.

If our systems or the way we do things are to blame, we’ll tell you what went wrong
and how we will change things to stop it happening again.

If we got it wrong, we will always apologise.

The letter will also state that the Company will not consider the matter further.

Putting things right

If we didn’t provide you with the service you should have received, we will now do so
if possible. If we didn’t do something well, we will put it right. If you have lost out as
a result of a mistake on our part we will try to put you back in the position you would
have been in if we'd got it right.
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Care & Repair Cymru

Care & Repair Cymru are the national umbrella organisation with an overview of all
Care & Repair Agencies in Wales. If we fail in resolving your complaint to your
satisfaction, and if you feel that we have not operated the complaint in accordance
with this policy, you can make a further complaint to Care & Repair Cymru. Care &
Repair Cymru will not have authority to intervene in the formal complaint but can
advise if the complaint procedure has been correctly followed.

You can contact the Care & Repair Cymru by:

e phone: 02920 107580
e the website: www.careandrepair.org.uk

e writing to: Care & Repair Cymru, Trident Court, 1st Floor, Mariners House, E
Moors Rd, Cardiff CF24 5TD

Learning Lessons

We take your concerns and complaints seriously and try to learn from any mistakes
we’ve made. Our internal arrangements for monitoring complaints will be as follows:

e Our Management Team will receive a summary of any complaints on a
quarterly basis, along with the details of any serious complaints.
e Report on complaints to our Board of Management at least once a year.

Where there is a need for change, we will develop an action plan setting out what we
will do, who will do it and when we plan to do it by. We will let you know when changes
we’ve promised have been made.

What if | need help?

Our staff will try to help you make your concerns known to us. If you need extra
assistance, we will try to put you in touch with someone who can help. You may wish
to contact advocacy services, Age Concern, Shelter etc who may be able to help you.

You may also raise the matters via your Councillor, Assembly Member, Member of
Parliament or Solicitor.

What we expect from you

In times of trouble or distress, some people may act out of character. There may have
been upsetting or distressing circumstances leading up to a concern or a complaint.
We do not view behaviour as unacceptable just because someone is forceful or
determined.
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We believe that all complainants have the right to be heard, understood and respected.
However, we also consider that our staff have the same rights. We, therefore, expect
you to be polite and courteous in your dealings with us. We will not tolerate aggressive
or abusive behaviour, unreasonable demands or unreasonable persistence. We have
a separate procedure to manage situations where we find that someone’s actions are
unacceptable.

Monitoring and Reviewing

Following the closure of your complaint we will contact you to seek your view on your
experience of the complaints procedure by sending out a ‘Are you happy with the way
we handled your complaint?’ questionnaire. We will be able to use your comments
and experience to improve our services and the complaints process in the future.

This policy will be reviewed regularly to ensure that it remains correct and current
following any internal, regulation, or other external changes.

Any changes or additions to this Policy must be approved by the Board of
Management.

Policy approved by Board 18 May 2021

Next review May 2023
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