Adoption UK Complaints Policy
A
Introduction

The purpose of this document is to set out the complaints policy and procedure for all those who use Adoption UK’s services.

B
Description of services

Adoption UK provides information, advice, training and support services to both members and non members. These include the following services:

 National telephone helpline – open five days a week, between 10.00 am and 4.00 pm, the helpline staff offer up-to-date information on all aspects of adoption and the adoption process. Helplines are also based at our offices in Scotland, Wales and Northern Ireland.

 Local support groups – access to groups and telephone contacts run by adoptive parent co-ordinators, who hold regular meetings and events nationwide to provide support and information-sharing.
 Buddy support schemes – provided in conjunction with specific local authority adoption agencies, providing one-to-one befriending/mentoring support in the early days of an adoptive placement or during times of particular difficulty; also available via self-referral and spot purchase
 Adoption Today - our bi-monthly magazine includes news and features on adoption, book and video reviews, articles on adoptive family life, including information on attachment and the effects of separation, loss, abuse and neglect on children adopted from care. 

 Children Who Wait – our monthly magazine and online service containing colour photos and profiles of children waiting for new families.

 Training programmes and courses – developed for both adoptive families and practitioners, Adoption UK’s training (delivered by adoptive parent trainers) helps parents whose children suffer from attachment difficulties brought on by hurt and damage in their past. Training includes the six-module “It’s A Piece of Cake?” Parent Support Programme and individual courses on “Telling About Adoption – Life Story Work”, “Understanding the Needs of the Child at Placement”, “Contact and Maintaining Links with the Birth Family”, “School and Education Issues”, “Parenting Adopted Teenagers”, “Parental Substance Misuse” and “Insight and Strategies”. We also provide bespoke training packages for parents and practitioners.
 Adoption UK’s Online Community – www.adoptionuk.org – an interactive website with news, information and message boards.

 Contact networks – databases of over 500 adoptive parents willing to speak to others about specific aspects of adoption.

 Information leaflets and publications – covering practical legal, medical, educational and behavioural issues related to adoption.

 Lending library – a postal service offering a choice from over 400 books and videos.

The primary users of Adoption UK’s services are prospective adopters, adoptive parents, foster carers and practitioners (either individually or as adoption agencies purchasing training or other specified services), although there will on occasion be users who fall outside of these groups or who represent more than one of these groups at the same time. (For the purpose of this document all are referred to as “the membership and service users”.) 

C
Adoption UK’s approach to the membership and service users

Adoption UK always endeavours to provide a sympathetic, courteous and professional service to its membership and service users. While we hope that our services will not give rise to any complaints, we will respond fairly, positively and promptly to complaints from the membership and service users when they feel we have not met their expectations or needs. Furthermore, we are always pleased to hear your views on our services, so that steps can be taken to review and improve our services, as necessary. These views may be positive, as well as negative, and will be welcomed as constructive feedback on our work.
All complaints will be treated in the strictest confidence.

D
How to Make a Complaint

Adoption UK has two complaints procedures: an informal one and a formal one.
The procedures also differentiate between complaints about the provision of services, and complaints about the conduct or behaviour of Adoption UK staff (including self employed), trainers or volunteers. If your complaint is about the provision of a particular service, then you may use either the informal or formal complaints procedures, as set out below and as appropriate. If your complaint is about the conduct or behaviour of staff, trainers or volunteers, then your complaint should be made in writing to the Chief Executive (unless the complaint relates to the Chief Executive, in which case it should be made to the Chair of the Board of Trustees). For further details, see Section E below.
Informal complaints procedure

1. The informal procedure is intended to be easy to use, quick and responsive to the complaint. In the first instance, please ask to speak to the relevant Manager within Adoption UK. This will depend upon the particular Adoption UK service you have been using and contact details can be found at the end of this document. If in doubt, then contact the Chief Executive. The Manager will make a note of your name, contact details, Adoption UK membership number (where relevant), the nature of your complaint and the outcome that you would like to see. The Manager will attempt to resolve the complaint while speaking to you, but may also arrange a time to call you back following further research into the matter. The Manager’s response will address the following:

a. An explanation of the circumstances surrounding the event which is the subject of the complaint

b. The reasons for any unsatisfactory service and, if appropriate, a formal apology

c. What course of action will be taken to remedy any unsatisfactory service

d. What you can do next if you are not satisfied with the response.

The above information will be confirmed in writing within seven days of the Manager informing you of the response to your complaint.

2.  If you feel that the informal complaints procedure has not addressed your complaint satisfactorily, then please use the formal complaints procedure below. You can, of course, decide to use the formal complaints procedure at any point during the informal procedure.
Formal complaints procedure

3. If you have already used the informal complaints procedure, but are not satisfied with the outcome, then you should write directly to the Chief Executive (contact details below), explaining why you feel your complaint has not been satisfactorily resolved and stating what outcome you would like to see. The Chief Executive will then follow the procedure as laid out below, from Step 7 onwards.
4. In all other cases, write to the relevant Manager (depending upon the particular Adoption UK service you have been using – contact details can be found at the end of this document – if in doubt, then contact the Chief Executive) with full details of your complaint, including the outcome you would like to see. Please also include your name and contact details and, where relevant, your Adoption UK membership number.

5. The Manager will acknowledge receipt of your complaint within three working days and respond to your complaint in full within 10 working days. During this time, the Manager will research and investigate all the issues raised in your letter. It may also be necessary to contact you during this time to clarify any information in your letter. The Manager’s response will address the following:

a. An explanation of the circumstances surrounding the event which is the subject of the complaint

b. The reasons for any unsatisfactory service and, if appropriate, a formal apology

c. What course of action will be taken to remedy any unsatisfactory service

d. What you can do next if you are not satisfied with the response.

6. If the Manager is absent from the office for any reason, eg, annual leave or sick leave, and unable either to acknowledge, or respond to, the complaint, the matter will be taken up by the Chief Executive.
7. If you are not satisfied with the response, you should write to the Chief Executive, stating the reasons why you are dissatisfied with the response from the Manager. The Chief Executive will acknowledge receipt of your complaint within three working days and respond to your complaint within 10 working days. The Chief Executive’s response will address only the reasons why you were dissatisfied with the Manager’s response. The Chief Executive will not re-investigate the issues surrounding the complaint, unless there are clear points of disagreement or dispute. It is important that you highlight any such points.
8. Where the Chief Executive responded to the initial complaint, due to the Manager’s absence (see para 5), or for any other reason, then you may refer your complaint directly to the Chair of Adoption UK’s Board of Trustees (see para 9).

9. If the Chief Executive is absent from the office for any reason, eg, annual leave or sick leave, and unable either to acknowledge, or respond to, the complaint, the matter will be dealt with by the Chair of the Board of Trustees.

10. If you are dissatisfied with the Chief Executive’s response, please state this in writing to the Chief Executive. The Chief Executive will then forward all the correspondence to the Chair of the Board of Trustees. The Chief Executive will acknowledge that this has been done within five working days and the Chair of the Board of Trustees will respond within 20 working days.
11. The Chair’s response will address only the reasons why you were dissatisfied with the Manager’s and/or Chief Executive’s response. The Chair will not re-investigate the issues surrounding the complaint, unless there are clear points of disagreement or dispute. It is important that you highlight any such points.

12. If you are dissatisfied with Chair’s response, please state this in writing to the Chief Executive, who will forward all the correspondence to the Chair of the Board of Trustees and acknowledge that this has been done within five working days. The Chair will appoint a independent adjudicator to investigate your complaint within 28 days of receipt of your correspondence, and confirm that has been done. The identity of the independent adjudicator will depend upon the nature of the complaint. The appointed adjudicator will have the necessary knowledge, experience, skills and expertise to investigate satisfactorily your complaint.

13. Within a further 28 days, the independent adjudicator will research and investigate all the issues raised in your correspondence (and any earlier correspondence), including the manner in which your complaint has been handled. It may be necessary for the independent adjudicator to contact you during this time to clarify any information in your correspondence. The Independent Adjudicator will prepare and present a report to both you and the Board of Trustees. The report will address the following:

a. An explanation of the circumstances surrounding the event which is the subject of the complaint

b. The reasons for any unsatisfactory service and, if appropriate, whether a formal apology should be made
c. What course of action should be taken to remedy any unsatisfactory service
d. Conclusions on how your complaint has been handled
14. The Board of Trustees will act upon the independent adjudicator’s findings, including making any necessary formal apology and implementing the recommended course of action to remedy the unsatisfactory service. It will also take into account any findings on how the complaint has been handled and ensure these are addressed in any future complaints handling. The Chair of the Board of Trustees will confirm all this in writing, within seven days of receipt of the independent adjudicator’s report.
15.  The independent adjudicator’s response will be final and no further correspondence will be entered into. 
16. You may stop the procedure at any point during any of the above stages. If you choose to do so, however, you must confirm this in writing.

E
Complaints relating to the conduct or behaviour of the staff
Where your complaint relates directly to the conduct or behaviour of Adoption UK staff, trainers or volunteers, the complaint should be made in writing to the Chief Executive (see below for contact details). Where your complaint relates directly to the conduct or behaviour of the Chief Executive, the complaint should be made in writing to the Chair of the Board of Trustees (see below for contact details).

The complaint will then be dealt with in line with the procedures laid out above for the making of a formal complaint, except that it will be dealt with by the Chief Executive or Chair of the Board of Trustees, as relevant.

F
Finding help to make a complaint
You may wish to ask a friend, relative or supporter to help you with your complaint. Adoption UK will do all that it can to facilitate this and will be happy to deal with that supporter. However, all information and responses involved with the complaints procedure will be sent directly to you, unless you expressly instruct us otherwise.
G
Publicising our Complaints Policy
A line about our Complaints Policy will be incorporated into our membership and service user material and put on our Online Community to read:
“Contact us for details of our Complaints Policy.”

H
Monitoring Complaints

We will keep a record of the number and type of complaints received in order to improve our services and provide relevant training to staff, as appropriate. Statistics concerning these will be regularly reviewed by the Chief Executive and brought to the attention of the Board of Trustees on an annual basis. Complaints received in relation to staff conduct or behaviour will be brought to the attention of the Board of Trustees (for the purposes of review) within three months of the complaint being received.
I
Contact details:

For complaints relating to Adoption UK’s administration of membership, contact:
Michèle McNeill

Membership Manager

Adoption UK, Linden House, 55 The Green, South Bar Street, Banbury, Oxfordshire, OX16 9AB

Tel: 01295 752240 Email: michele@adoptionuk.org.uk
For complaints relating to Adoption UK’s Helpline, Parent Consultants, Buddies, PAL or Contact Networks, contact:

Claire Friday

Support Manager

Adoption UK, Linden House, 55 The Green, South Bar Street, Banbury, Oxfordshire, OX16 9AB

Tel: 01295 752240 Email: claire@adoptionuk.org.uk
For complaints in relation to Adoption UK’s training courses, programmes and services, contact:

Graham Bullivant
Training Manager

Adoption UK, Linden House, 55 The Green, South Bar Street, Banbury, Oxfordshire OX16 9AB
Tel: 01453 790884 Email: graham@adoptionuk.org.uk

For complaints in relation to Adoption UK’s local support groups, contact:

Sharon McCall 
Development Manager (North England)
Adoption UK, Linden House, 55 The Green, South Bar Street, Banbury, Oxfordshire OX16 9AB
Tel:0121 445 4442 Email: sharon@adoptionuk.org.uk
Julie Chanel

Development Manager (South England)

Adoption UK, Linden House, 55 The Green, South Bar Street, Banbury, Oxfordshire OX16 9AB

Tel: 0195 752258  Email: juliechanel@adoptionuk.org.uk
For complaints in relation to Adoption UK’s publications, website or general communications, contact:

Clive Griffiths
Communications Manager
Adoption UK, Linden House, 55 The Green, South Bar Street, Banbury, Oxfordshire OX16 9AB

Tel:01295 752240 Email: clive@adoptionuk.org.uk
For all other complaints in relation to Adoption UK services, contact either:

Jonathan Pearce

Chief Executive
Adoption UK, Linden House, 55 The Green, South Bar Street, Banbury, Oxfordshire, OX16 9AB

Tel: 01295 752240 Email: jonathan@adoptionuk.org.uk

or

Janet Smith

Director of Adoption Support
Adoption UK, Linden House, 55 The Green, South Bar Street, Banbury, Oxon OX16 9AB

Tel: 01752 482005 Email: janet@adoptionuk.org.uk
or

Board of Trustees

C/o Chief Executive – see above.

Please note that all complaints may be initiated by contacting the Chief Executive or Board of Trustees directly, however, dependent upon the nature of the complaint they may then progress through the appropriate complaints procedure above.

Agreed by the Board of Trustees, March 20010
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