TWINGLOBE CARE LTD
Complaints

This leaflet tells you how to make a complaint.

We want to hear from you

At TCL we take every opportunity to improve the services we provide, so we encourage all those involved with our homes to share their suggestions and complaints with us.

We hope that any problems you may experience will be cleared up quickly, by talking to the member of staff you usually deal with or their manager. They will discuss the problem with you, find out what you would like to happen and agree with you what to do next.
If it is not possible sort out your problem locally and you wish to complaint about the TCL, this leaflet explains how to do it.

If the complaint you wish to make is about another organization, staff will provide you with the information.

How should you complain?
· By explaining your problem and talking matters over with the member of staff you usually deal with. If they are unable to resolve the matter, then you will be referred to the home manager.

· If you do not wish, for any reason, to talk to local staff or home manager, or you have done so and the problems remains, you should put your complaint in writing or contact the local TCL regional office. Either you can complete the form at the end of the leaflet, write a letter, or contact the regional office directly.

A list of office addresses and telephone numbers are included on the back of this leaflet.

TCL Complaints Procedure

The complaints procedure has 3 stages
Stage 1 – Local resolution

This is when you contact the home manager. You can do this by filling in the attached form, writing a letter or making a telephone call. At stage 1 the person complaining will receive a written acknowledgement within 3 working days (unless the home can send a full reply within 5 working days).

Every effort will be made to send you a full response within 3 weeks or, n the rare occasions when this is not possible, we will provide an update on progress made and explain the reason for the delay. This letter will give some indication of when the investigation will be completed.

Stage 2 – Internal review
If you are not satisfied with the response you receive from the home manager at stage 1 you can request an internal view. This should be requested within 20 working days of the date of the final written response or meeting. The request should normally be made in writing but there may be exceptional occasions when it is acceptable for it to be made verbally. The regional director will acknowledge (within 4 weeks to let you know the outcome of that review.
Stage 3 – Independent External Review
If you are dissatisfied with results of the internal review or the regional director rejects your complaint under the internal appeal process, you have recourse to an independent external review.

You need to write to the secretariat of the independent review within 25 working days of receiving the response from the regional director. Full details of the independent review process can be obtained from the Quality and Development Department on 0208 743 5528.
Please fill in this form if you wish to make a complaint.

We will not give your name or any details on this form, to anyone who does not need them.

However, we may have to talk to people, perhaps outside TCL, so that we can take the right action.


Name………………………………………………………………………………..


Your address………………………………………………………………………..


………………………………………………………………………………………


………………………………………………………………………………………


…………………………………….. Post code…………………………………….

Your telephone no:

Home……………………………………………………

Work……………………………………………………

Are you complaining on behalf of a resident?

Yes
(

No
(
The name of the resident……………………………………………………………

Have you complained about this before?

Yes
(

No
(
What was the name of the person you spoke/wrote to?

………………………………………………………………………………………

Do you know the date of which you complained?

………………………………………………………………………………………

Signature……………………………………………. Date………………………

	Please outline your complaint

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________


	Office use only

Ref:……………………………………………………………

Date received:…………………………………………………

Manager’s Signature:………………………………………….


	The use of this procedure does not affect your rights or your right to complain to the local office of the Care Quality Commission. Their number can be obtained from the Care Home or Helpline (No. on the reverse of this leaflet).


TWINGLOBE CARE LTD

Useful Names and Addresses

Twinglobe Care Ltd Head Office
228-230 Uxbridge Bush
London W12 7JD

Tel: 0208 743 5528

National Care Standards Offices

Commission for Health Care Audit and Inspection (CHAI)
Finsbury Tower

1003-105 Bunhill Road
London EC`Y 8TG

Tel: 0207 448 9200
