Complaints Procedure
Reference Guide

Any verbal
concerns and
complaints not resolved
within 24 hours and any concern
or complaint made in writing or
received electronically
are formal
complaints.

Complaint received / forwarded to feedback@afgroup.org.uk.

v

Enquiry triarged by the Corporate Compliance Officer and entered
into AFG's care management system.

L]
The Head of Operations and igations and
Compliance Manager are made aware of the complaint.
Y
The Head of Operations -
1) ints an i igatil and
2) arranges for an acknowledgment letter to be sent to the
complainant.
L]
Where a complaint is not made on behalf of another / capacity
to be involved in the process is qui I. The igatil

Manager will contact with the complainant or where applicable
their rep within 3 ing days of being appointed
to discuss the complaint and clarify the points for investigation.

Investigating Manager must contact or
otherwise meet the complainant as preferred then
1) discuss the nature of their complaint, 2) explain that
they can obtain assistance via an advocate 3) explain how
their plaint will be handled, 4) blish the

PWS/Complainant seek and 5) agree a time frame in which
they will receive a response to their complaint (this
is within 28 working days unless very

complex).

If the complaint was made on behalf of a
person we support, the Investigating
Manager will confirm we have their direct
permission to investigate the complaint.

The
PWS has
capacity and
agrees.

The investigating manager
will obtain and document
permission to investigate

the complaint.

Investigate

:

An internal progress meeting held at 14 days since allocation.

!

Feedback initial findings to the lai /their
Take stock of any feedback you receive and reflect on whether
the Complainant’s concerns have been misunderstood/fully
answered.

:

Complete report/draft a response letter and send the same to
the relevant Head of operations / Lead Manager.

!

Head of ds to the ¢

!

If you remain dissatisfied the appeals process may be open to
you. Alternatively, you will be given details such as for the
relevant ombudsman.

Keep the complainant up to date at regular

intervals.

Does The
PWS NOT have
capacity.

Legend

PWS = Person we support.
CCO = Corporate Compliance
Officer (formerly CBL)

IM = Investigating Manager

Guide Time Fame

Formal Complaint
is made.

Within 1 working
day of initial
complaint receipt.

Within 2 working
days of initial
complaint receipt.

Within 3 working
days of initial
complaint receipt.

Within 3 working
days of allocation
to the IM.

Internal process are used to
assess capacity and
detrmine if the complaint
proceeds with an advoate.

Within 14 working
days of allocation
to IM.

C d

investigation with
response. - Typically

within 28 working

days from receipt.
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