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ACTION DISABILITY KENSINGTON & CHELSEA

COMPLAINTS PROCEDURE

Action Disability Kensington & Chelsea is committed to providing the best possible service to disabled people.

Anyone who uses Action Disability Kensington & Chelsea’s services has the right to complain if they are not satisfied with the quality of service that they have been given.

At the same time, we are keen to hear from you if you have any other comments to make about Action Disability Kensington & Chelsea and the services that we provide. 

1.
How To Make A Complaint

Complaints can be made verbally (in person or by telephone) or in writing.  If you find it easier, you can appoint an advocate to act on your behalf.

We must receive the complaint within 12 months of the incident which is being complained about.

(a)
Complaint Against an ADKC Member of Staff
If the complaint is against an ADKC member of staff, the complaint should be made to the ADKC Chief Executive.

(b)
Complaint Against the Chief Executive or Member of the Executive Committee
If your complaint relates to the ADKC Chief Executive or a member of the Executive Committee, your complaint should be made in writing and addressed to the ADKC Chair at the ADKC offices.

2.
On Receipt of a Complaint
Complaints will be acknowledged within 7 working days.  Once we have received your complaint and all associated relevant evidence, we will investigate your complaint and answer it within 28 days.  If it is impossible to complete the enquiry within that time, you will be informed of the delay and when you can expect a full response.

ADKC will keep a record of all complaints received, investigated and the outcome of the investigation.  These will be reported annually to the ADKC Management Committee.  Confidentiality will be maintained at all times.

3.
What To Do If  You Are Not Satisfied With the Reply
If you are not satisfied with the reply that you receive from the ADKC Chief Executive, you have the right to appeal against that decision.

You must inform, within 28 days, the ADKC Chief Executive, requesting that they deal with the matter.  The Chair will respond to you within 14 working days.  The Chair’s decision is final with complaints regarding members of staff.

If the complaint is against the Chief Executive* or a member of the ADKC Management Committee, and if you are still not satisfied with the reply that you receive from the Chair, you can appeal to the Vice-Chair who will set up a panel to investigate the matter further.

The panel will review the information concerning your complaint, and write to you with their decision.

As the Chief Executive is also the Complaints Officer, in this case any ensuing complaint will be handled by a designated member of the Executive Committee.*

The decision of the panel will be final.  The Chair’s (or where applicable, the Vice-Chair’s) decision is final.

Date of Review: March 2023
Date of next review: March 2026
PAGE  

3

