	Other Support and assistance

If you need help and support in making the complaint, the following advocacy services are available in Leeds:

Voluntary Action Leeds provides a directory of advocacy services: Tel: 0113 297 7920 (https://www.valyouleeds.co.uk)
Advonet provides information on advocacy services in Leeds:

Tel: 0113 244 0606 (www.advonet.org.uk)

Age UK Leeds: Tel: 0113 389 3000
(www.ageukleeds.org.uk)

Leeds Citizens Advice Bureau:  0113 223 4400

(www.leedscab.org.uk)

Access Committee for Leeds offers peer-to-peer assistance and advocacy support to disabled people: 0113 253 7868
(www.accesscommitteeforleeds.org) 
How to contact us:
By telephone:     0113 240 6009

Email:                 enquiries@care-repair-leeds.org.uk 
Web:                  www.care-repair-leeds.org.uk 
Our address is:  323 Roundhay Road, Leeds  LS8 4HT
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Complaints Procedure
Care & Repair (Leeds) is committed to providing quality services that are responsive to our service users, and to being helpful and courteous to all those who use its services.  We aim to provide good advice, support and assistance, as well as speedy replies to any enquiries.

As part of our commitment to improving our services, we seek and welcome views from all our customers and stakeholders.  Our customers are people who use Care & Repair services themselves, who are carers or family of people who use our services, or who refer clients to Care & Repair in an employed or volunteer role.  Stakeholders include staff and volunteers, contractors delivering works for Care & Repair customers, commissioners, funders and other local agencies.
Our first aim is to give no cause for complaint, but our second aim is to ensure that we hear about any occasions when our service is not up to standard so that we can improve.  We therefore offer the following Complaints Procedure to ensure that any problem is dealt with properly and fairly.


	The procedure is designed as a series of stages.  If you are not satisfied with the response at any stage, you should take your complaint to the next stage.  At all stages of the procedure we will take into account any special needs you have in expressing your complaint; you may ask a friend or advocate to assist you.

We want to try and bring any dispute to a speedy and friendly conclusion.  At all stages, we will be looking to reach an agreement.

Who can use the Complaints Procedure?

Any individual, organisation or their representative who has had contact with Care & Repair (Leeds) can use this complaints procedure.

What issues are covered?

The procedure is designed to hear complaints about any failure in the quality of our services.

How is the procedure monitored?

The outcome of all complaints handled under Stages 1 to 3 of the procedures is reported to the Board of Trustees of Care & Repair on a quarterly basis.  The Complaints Log will be available at each Board meeting for Trustees to view.
Expressing Concern
As a first step, we ask you to contact the agency member of staff who has been working with you and explain your concerns.  It is anticipated that most areas of concern will be resolved and put right with immediate effect through these contacts.  If that person is unable to resolve your concern, or if your concern is about that member of staff, then you may wish to instigate the complaints procedure.
	
	Stages in the Complaints Procedure

Stage One – To the Manager of the Relevant Service
You can telephone, write or email your complaint to the Manager responsible for the service area your complaint relates to.  If you make your complaint over the telephone, a written record of the complaint will be created.  Your complaint will be acknowledged by letter or telephone within 5 working days. Within 15 working days you will be sent a letter explaining the result of the investigation or, if the matter is more complex, we will let you know when you can expect an answer.
If your complaint is about the Manager of the service area, then send it to the Chief Executive at Care & Repair’s office address.

Stage Two – To the Chief Executive
If you are not satisfied, you should refer the issue to the Chief Executive at Care & Repair’s office address. The complaint should be written, (though not necessarily by you) and agreed (signed) by you. It should be marked Private and Confidential. You should expect a written response within 15 working days.

Stage Three – To the Secretary of the Board of Trustees
If you are still not satisfied you can ask for your complaint to be heard by the Secretary of the Board of Trustees. You may submit your views in writing or you may request to meet with the Secretary in person in order to put your point of view. The decision made by the Secretary is the final point of decision-making within the Care & Repair (Leeds) structure.

Monitoring of Complaints
The Board of Trustees is responsible for monitoring the performance of Care & Repair’s service delivery, and receives regular reports regarding client feedback and any improvements to service delivery introduced as a result.
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