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Name:

Address:

Postcode
Tel No:

When you have completed the leaflet, please
seal it in an envelope, mark it “private and
confidential” and send it to:

Customer Care

& Consultation Officer

Highland Council, Social Work Services
Kinmylies Building

Leachkin Road

Inverness V3 8NN

Tel: 01463 703575

Freephone 0800 214708

Fax: 01463 713237

E mail: socialwork@highland.gov.uk

To request this information
in an alternative format
e.g. large print,

Braille, computer disk,
audio tape, or suitable language,
please contact the Customer
Care Officer on 01463 703575

Have Your Say
and Be Heard

Have Your Say
and Be Heard
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Alternatively you can contact the

local Care Commission should you
have concerns about a care service you
use or a care service you work for.

Have you any comments,
compliments or complaints about
Social Work Services? Help us
improve Services in the Highlands

by telling us how we are doing.
Contact details of your local office are:
Care Commission
Unit 4, 39-41 Harbour Road
Inverness V1 1UF
Tel No: 01463 227630

For further information log onto:
Wwww.carecommission.com
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COMMENTS
COMPLIMENTS

Your views

Your comments, ideas or suggestions for
iImproving services are always welcome. Let us
know also if you are satisfied with a service as
this helps us plan for our future. Feel free to
discuss your views with our staff or you may
wish to complete the return slip on this form.

COMPLAINTS

If you are not pleased with the Social Work
Service,or have particular concerns, for example
about the way the service has been delivered
to you, or if you have been refused a service
you have a right to complain.

You may ask someone to complain on your
behalf and represent your views. Either way we
are keen to hear your views.Your complaint will
be dealt with sensitively and in confidence.

How do | make a complaint?

You can make your complaint to any member
of social work staff, by telephone, email, letter
or by completing the return slip on this leaflet.

STAGE 1

First level complaint

Please tell the staff running the service you are
complaining about and let them know what is
wrong. They will record your complaint &
acknowledge this. The staff will try and resolve
any problems as quickly as possible and at the
point of service delivery if they can and will
report back directly to you.

STAGE 2
Second level complaint
If you feel matters have not been resolved at
the first level of your complaint and wish to
make a formal complaint we will:
m Record your complaint and acknowledge
your concerns within 5 days
W Appoint an investigating officer who will
contact you to discuss your concerns and seek
your agreement to the areas of your complaint
m Keep you informed of our progress in
completing the investigation
m Write to you with our formal response
We aim to complete our investigations within
28 days. If matters are very complex and an
answer cannot be given within this timescale
you will be contacted to discuss an extension
period and given details of when you can expect
a response.

If you remain dissatisfied what can you do?
You can ask for the matter to be looked at by
the Director of Social Work. If after hearing
from the Director of Social Work you remain
dissatisfied you can ask for your complaint to
be referred to a Complaints Review Committee
— this is stage 3.

STAGE 3

What is the Complaints

Review Committee?

The Committee is made up of three
independent people who are not elected
Councillors or employees of the Council. They
are trained in dealing with complaints and also
have access to an independent social work
adviser and legal adviser as required.

What will the Complaints

Review Committee do?

They will consider all aspects of your complaint
including the Social Work investigation.You and/
or your representative will be invited to be
present at the Committee.

The Committee will reach a decision on your
complaint and outline suggestions and
recommendations to the Social Work Service
who will report on action taken in respect of
the complaint to the Housing & Social Work
Committee.

If your complaint reaches this stage further
details will be sent to you regarding the process.

=X Please detach here

IWISH TO MAKE A:

[] Comment/compliment
[ ] Complaint

Please record the details:

Signed

Date

PLEASE COMPLETEYOUR
PERSONAL DETAILS OVERLEAF
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