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Complaints procedure: Information for people wishing to complain
Introduction

The LGBT Centre for Health and Wellbeing aims to provide high quality services and support at all times. However, sometimes we might not get this entirely right. We want to make sure we do our best to learn from any areas where we do not perform well, and improve our work as a result.
If you are unhappy about our work or any part of the services we provide we would be grateful for comments, criticism and complaints. These help us to do things better. 
What is a complaint?

LGBT Centre for Health and Wellbeing defines a complaint as:

“an expression of dissatisfaction with the standard of a service, action or lack of action by the LGBT Centre for Health and Wellbeing’s staff, volunteers or management that affects an individual or group of service users”.

This definition covers situations where someone believes that we have

· done something wrong

· failed to do something that we should have done

· provided services to a poor standard

· acted unfairly, unethically or discourteously.

How to make your complaint 
We understand that it is never very easy to complain, which is why we have a very simple process. You can complain in person, by phone, or in writing. If you are able to you can complain yourself or you can ask someone to do that on your behalf.  We also welcome anonymous complaints. 
In some cases, you may not feel comfortable complaining to a member of staff. In this situation you can go directly to Stage 2 of the complaints procedure, or ask someone to do that on your behalf.  There are also other organisations that you can complain to about some of our services. These are outlined below in the Complaining to other organisations and Who can help you sections.

Stage 1 – Discussion with staff
We believe that most issues can be sorted out effectively and quickly by talking to the people most closely involved. In the first instance we encourage people to raise any concern they have with any member of the staff team; they will make a written record of your concerns and explain how he/she intends to deal with them. 
The staff member might be able to resolve the issue to your satisfaction immediately or he/she might start an investigation. 
Stage 2 – Written complaint to Director
If the response from Stage 1 is not satisfactory, or you do not want to speak to a member of the staff team, you can put your complaint in writing to the Director. Please outline as clearly as possible what you are complaining or concerned about.  

For example:

· what went wrong
· what you are concerned about

· when and where it happened

· who was involved

· what you would like to see happen.
This will help us conduct a thorough investigation. Please also include your address and a daytime telephone number, and email if you wish, so that we can contact about your complaint.
The Director will acknowledge it within five working days and will contact you by phone, letter or email to arrange a suitable time and place to meet you to discuss your complaint. 

We normally aim to resolve your complaint within 20 working days.  Sometimes this may take longer but you will be kept you informed of the reasons for any delay. The Director will write to you to explain the outcome of the investigation and what the LGBT Centre for Health and Wellbeing will do to change or improve our services or practices as a result.
The Director’s contact details are:


Maruska Greenwood
Director
LGBT Centre for Health and Wellbeing
9 Howe Street
Edinburgh EH3 6TE
Email: maruska@lgbhealth.org.uk
Stage 3 – Written complaint to the Board of Directors
If you are still unhappy with the outcome you can take your complaint to the Board of Directors.  To do this write to the Chair outlining that you are dissatisfied with the outcome of the investigation of your complaint.  The Chair will arrange for a review of the complaint and the process of investigation within 30 working days. 
Once the review is complete the Board will contact you to explaining the facts and findings of the case and any proposed actions they intend to take to deal with the situation.

The Chair of the Board of Directors contact details are:


Turan Ali
Chair, Board of Directors
c/o LGBT Centre for Health and Wellbeing
9 Howe Street
Edinburgh EH3 6TE
Complaining to other organisations

Depending on what your complaint is about, you may be able to complain to NHS Lothian about our services. You can do this as well as complaining to us, or instead.
If you want to complain in writing, NHS Lothian’s contact details are:

Complaints Officer
Waverley Gate
2-4 Waterloo Place

Edinburgh

EH1 3EG

You can also phone the NHS Lothian Complaints Team on 0131 536 3370. 
You can email a complaint to: Complaints.Team@nhslothian.scot.nhs.uk
For further information about the NHS Lothian complaints procedure visit their website at www.lothianhealth.scot.nhs.uk and follow link on ‘Your Rights’.
Who can help you make your complaint?

If you would like help making your complaint, you can get help or advice from a local advice centre, such as the Citizens Advice Bureau, or through an advocacy organisation.
You may want to ask a volunteer or member of staff at the LGBT Centre for Health and Wellbeing to help you with your complaint, if it is someone you know and trust.  Where this could cause a conflict of interest the volunteer or staff member may suggest that you get help to complain from another individual or organisation.

Comments or suggestions

You may wish to make comments or suggestions about our work, to help us improve.  The Director will welcome your comments and ensure you are told about any action taken as a result. You can also provide us with feedback, comments or suggestions anonymously. 
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