What happens after a complaint is made?
If your complaint was reasonable, we will apologise and action will be taken to avoid the same mistake being made again.  

If you are NOT satisfied with how the issue is resolved, or are generally not happy with the response, you can ask for it to be put to Mendip YMCA’s Board of Management for a decision. If you are still unsatisfied then you can ask for it to be put to Somerset Supporting People 01823 355455, and then the Housing Ombudsman on 02074213800.
Mendip YMCA look to improve their services at all times, feedback is welcomed whether as a complaint or compliment.  Please feel free to talk to us.
Confidentiality

If for any reason you have a need to make a complaint, or a report, regarding any of our services, we will investigate in a fair and confidential way.

Address:

Chief Executive

Mendip YMCA

The Old Glasshouse

South Street

Wells

Somerset

BA5 1SL

Tel  01749 679553

www.mendipymca.org.uk
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Complaints procedure

What to do if you have a complaint, or wish to make a report, relating to any of our services or staff
At Mendip YMCA we aim to treat everybody equally.  YMCA staff are here to provide you with a support service that meets your needs, and to treat you with respect at all times.

You also  have a right to be protected from all forms of abuse, harassment, neglect and discrimination. 

This means that we want to know if you have suffered from, or suspect that someone you know may be suffering from abuse, harassment, neglect or discrimination from people who work for Mendip YMCA, including volunteers, or anyone connected to Mendip YMCA in any way.

Abuse can be:   Physical:  someone being violent towards you, for example, hitting, kicking, pushing or shoving, biting etc.

Sexual:  rape, sexual assault, sexual harassment, prostitution etc.

Mental or emotional abuse:  bullying, verbal harassment, verbal or implied intimidation.

Harassment:  is any unwanted behaviour which causes stress and annoyance to the victim.  Harassment can be on many grounds, including sexual, racial, or to do with someone’s sexual orientation, physical appearance, religion, disability etc.

Harassment can be one incident, or a series of incidents and can include jokes, language that you find offensive, graffiti, ignoring someone, being excluded from some activities, gossip, stalking etc.

Harassment can be hard to explain, but the important thing to remember is:  DO NOT ignore behaviour which makes you feel uncomfortable, even if you’re not sure why.

Neglect can be:  not being supported properly, or having sufficient time or advice from a support worker.  If you are a client of ours, you should have been told what support you can expect.  If you feel that you are not receiving enough support, or attention, or your needs are being ‘ignored’, this may be neglect.
Discrimination can be:  being treated less favourably than someone else on the grounds of gender, race, religion, sexuality, disability, ethic origin etc.

Mendip YMCA encourages you to make a complaint to us if you are not happy with the service you have received IN ANY WAY.  You should report ANY concerns you have about the way you have been treated, so that we can:

· Correct any mistakes that have been made

· Learn from our mistakes

· STOP any abuse or neglect

Please remember – if we don’t know about it, we can’t put it right!

We are not always right in our decisions and welcome suggestions to improve our service in any way we can.  We promise to:

· Listen to your complaint

· Treat it seriously and in confidence

· Let you know the outcome whenever possible

What to do if you wish to make a complaint or report a concern:

In the first instance, please speak to your worker (or manager).  If you would rather speak to someone else or feel your complaint has not been dealt with satisfactorily, then please contact the Administration Department on 01749 679553.  Leave a message if no-one answers – someone will get back to you.

If you wish to make a formal complaint, please write to the Chief Executive Officer at the address on the back of this leaflet.  If you wish to speak in person to the Chief Executive Officer, please telephone and make an appointment.

The Chief Executive Officer will aim to respond to you within 10 working days, unless the issue is very complex or serious, in which case you will be kept informed.
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