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Saheliya

COMPLAINTS POLICY AND PROCEDURE
If you have a problem at Saheliya you can make a complaint.

What we want to do at Saheliya:

· We want to help you feel better. 

· We want you to feel safe and respected.

· We want you to know that information about you is kept private. 

This is very important to us, but sometimes we make mistakes.

If you are angry or upset because you feel we have made a mistake you can make a complaint.
You can make a complaint if you feel that:
· our staff have been rude or unhelpful

· our service has not been right for you

· you have waited for too long

· you have not been given a service

· you don’t like the way we work

· you think we have made a wrong decision

You can make a complaint in three ways:
1. You can make a complaint informally

You can complain to one of our staff – to the person you feel is a problem or to someone else.

Saheliya staff will support you to make a complaint.  You can make a complaint yourself, by telephone, by email, or by post.

· We will listen to what you have to say.  

· We will apologise.

· We will agree a solution with you.

We hope to deal with your complaint immediately, but during holiday times this may be difficult.  If you have to wait for a reply we will tell you why.

If you are still not happy, you can make a complaint formally.
2. You can make a complaint formally

· If you have made a complaint informally and are still not happy

· feel that the problem is very serious 

You can make a complaint on the form that is with this letter or you can write a letter, or you can ask a friend, a member of your family, or someone at the Citizens Advice Bureau to help you.

Please put the form or your letter in an envelope.  Please write on the envelope:

“Private and Confidential, for the attention of Alison Davis, the Manager, 
Saheliya, 125 McDonald Road, Edinburgh EH7 4NW”

Or send to: alison@saheliya.co.uk
If you are making a complaint about the Manager, please write on the envelope:

“Private and Confidential, for the attention of the Chairperson, 

Saheliya, 125 McDonald Road, Edinburgh EH7 4NW”

3. You can make a complaint directly to the Care Inspectorate
We are registered with the Care Inspectorate and Saheliya’s work has to meet their Standards of Service, so you can make a complaint to them.

If you wish to make a complaint to the Care Inspectorate, please send your letter or form to:

The Care Inspectorate
Stuart House
Eskmill
Musselburgh
EH21 7PB
Tel: 0131 653 4100 

www.scswis.com
If you contact the Care Inspectorate please write our charity number on the letter or form: SC020069.
This is what will happen if you make a complaint:
After we have received your complaint, we will write to you within three working days. This letter will tell you what we will do next – normally we will:

· Ask you to meet with us to talk about what has happened; (if you wish, a friend or a member of your family can come with you to this meeting).

· Our Manager or our Board of Directors or an independent person will find out what went wrong.

· We will suggest how the problem can be solved.

· Within 28 days we will send you a letter describing what we think can be done.

· We will let you know what you can do if you are not happy with our reply.

Who we will tell about the complaint:
· The Saheliya Manager and Board of Directors will see your complaint.
· If you are complaining about a member of staff, we will have to tell her about the complaint so that she can give her side of the story.
· We will tell no one else about your complaint, but you can tell other people if you wish to.
If you are still unhappy, you can make an appeal:

· You can make an appeal within 14 days of hearing your answer.

· Your appeal will go to the Board of Directors or to the Chairperson of the Board of Directors, depending on what your complaint was about.

· The Board of Directors or Chairperson will ask specially chosen Directors on the Board, or someone from outside Saheliya, to investigate the problem – this is called an Appeal Panel.
What happens if you make an appeal:

After we receive your appeal, you will receive a letter within 5 working days. The letter will describe what we will do about your appeal. Normally, you will meet with the Appeal Panel. A friend or member of your family can come with you to the meeting if you wish. The Appeal Panel will consider your complaint and your appeal. The Appeal Panel will send you a letter within 14 days. The letter will tell you what they have decided.

If you are still unhappy after the appeal, you can make a complaint to the Care Inspectorate or to the Office of the Scottish Charity Regulator (OSCR):
Their address is:

Office of the Scottish Charity Regulator (OSCR)

2nd Floor

Quadrant House

9 Riverside Drive

Dundee

DD1 4NY

Their telephone number is: 0138 222 0446

You can contact them by email at:  info@oscr.org.uk
If you feel that your complaint has not been resolved satisfactorily by us or the Care Inspectorate, you have a right to complain directly to COSCA and BACP.
Counselling & Psychotherapy in Scotland (COSCA)
16 Melville Terrace 

Stirling 

FK8 2NE

T:  01786 475 140    F:  01786 446 207

E:    info@cosca.org.uk
W:   www.cosca.org.uk
British Association for counselling & Psychotherapy (BACP)
The Customer Services Manager
BACP House
15 St John's Business Park
Lutterworth

Leicestershire

LE17 4HB

T: 01455 83300

E: complaints@bacp.co.uk
W:www.bacp.co.uk
We will keep a record of all the complaints we receive and what happened after the complaint. The Care Inspectorate can see all complaints about Saheliya when they inspect us each year.

Please tell us if you have any ideas on how to improve our services or how we can make it easier for you to make a complaint.

Saheliya Complaint Form
If you use Saheliya’s services, you can fill out this form to make a complaint.

1. Your name
2. Your address

3. Your telephone number

4. Your email address (if you have one)

5. Your complaint

Please tell us about the reason for your complaint. You can use more sheets of paper if you wish to.
6. Please tell us how you think we can solve the problem

(Please use more sheets of paper if you wish)

Please sign your name here:

Date:

Please write on the envelope:

“Private and Confidential, for the attention of Alison Davis, Manager

Saheliya, 125 McDonald Road, Edinburgh EH7 4NW”


Or



“Private and Confidential, for the attention of the Chairperson,

Saheliya, 125 McDonald Road, Edinburgh EH7 4NW”
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