
 

Management of Complaints 

Aims and Objectives (policy statement) 

At Greensleeves Care all care and support provided to our residents is undertaken 

with their dignity and wellbeing seen as central to the success of care provision. 

We aim to eliminate the loneliness, helplessness and boredom experienced by so 

many elderly people in today’s busy world.  

A key part of achieving this is to ensure that all residents, relatives and 

stakeholders have the opportunity to raise concerns or complaints and have them 

dealt with in an open and transparent way.  

This policy shows how Greensleeves Care complies with the Health and Social Care 

Act 2008 Regulations 2014, which requires care providers to have an effective 

system in place “for identifying, receiving, handling and responding appropriately 

to complaints and comments made by service users, or persons acting on their 

behalf”. 

To show legal compliance Greensleeves Care must: 

 Bring the complaints system to the attention of the residents and people 

acting on their behalf in a suitable manner and format 

 Facilitate the making of complaints when one is being made 

 Fully investigate all complaints and (where relevant) work with other 

services where the complaint is of a joint nature to address the issues raised 

Greensleeves Care works on the principle that if a resident wishes to make a 

complaint they should find it easy to do so. It is Greensleeves Care policy to 

welcome complaints and look upon them as an opportunity to learn, adapt, 

improve and provide better services. This policy is intended to ensure that 

complaints are dealt with properly and that all complaints, concerns, or comments 

by residents and their relatives and carers are taken seriously.  

The following principles of complaint management will always be central to how 

Greensleeves Care manages complaints: 

 Residents, their representatives and carers are always made aware of how 

to complain and that the home provides easy to use opportunities for them 

to register their complaints 

 A named person is always responsible for the administration of this 

procedure 

 Every complaint will be acknowledged within 5 working days of the 

complaint being received 

 Investigations into complaints will be completed within 25 days of the 

complaint being received 

 Complaints will be dealt with promptly, fairly and sensitively with due 

regard for the upset and worry that they can cause to residents and those 

against whom the complaint has been made.  



 

Scope of Procedure 

This procedure applies to all residents and staff within Greensleeves Care. 

Roles and Responsibilities 

This procedure applies to all care staff working within Greensleeves Care. All roles 

and responsibilities are commensurate with the employee’s role within the Trust.  

Procedure 

CQC have identified all ‘expressions of dissatisfaction’ should be dealt with as a 

complaint. As such all complaints will be managed through a three tier process. 

Stage One: Local Resolution  

All complaints will initially be managed at a local level by the home’s management 

team. Complaints do not have to be received in writing, they can be verbal or 

written, written complaints can be received via letter, email etc. No complaint 

should be ignored regardless of how it is received.  

When a complaint is being dealt with by the local home, on receipt of the 

complaint an acknowledgement letter will be sent to the complainant within 5 

working days of the complaint being received. The home will provide a full 

explanation of the process to be followed in order to manage the complaint 

received.  

An investigation will then be completed involving where appropriate, staff, 

residents and third parties. The investigation will be completed by an appropriate 

member of the home’s management team and will be fully documented throughout 

the process. The investigating person will inform both the Operations Manager and 

the Complaints Manager (Quality Team) of the complaint and action being taken. 

This information will then be added to the Complaints Tracker that will be in place 

for each home.  

On completion of the investigation a full explanation to the complainant will be 

given in writing and a meeting to discuss the outcome will be offered as part of the 

response. The process of investigation and response will be completed within 25 

working days of the complaint being received. Where this is not possible i.e. staff 

sickness or other unavoidable delays in the investigation are noted, a holding 

letter must be sent to the complainant explaining the delay and the likely time- 

frames for a response. The outcome of the investigation must be updated on the 

Complaints Tracker and an outcome noted i.e. upheld, not upheld or inconclusive 

depending on the outcome of the investigation. Again, both the operations 

manager and complaints manager must be informed of the outcome.  

If the complainant remains unhappy with the outcome of the complaint they must 

be supported by the investigating person to escalate the complaint to a state two 

complaint review.  

 



 

Stage Two: Complaint’s Review 

In line with national guidance Greensleeves Care recognizes that if a complaint is 

still not resolved at a local level, the complainant has the right for a review. At 

this point the complaint will be referred to the Complaints Manager (Quality 

Manager) based at Greensleeves Care Head Office who will identify an appropriate 

head office team member to undertake a full review of the concerns raised, 

investigation completed and outcome provided.  

On receipt of the request for a review an acknowledgement will be sent to the 

complainant within 5 working days. Where ever possible the review will be 

completed within 25 working days and where any delays are noted a holding letter 

with full explanation will be provided with anticipated time frames clearly set out. 

All responses to the review will be in writing and a meeting with the investigation 

person will be offered.  

The complaints tracker will also be updated at this point.  

Stage Three: Independent External Adjudication 

If after a stage two review is completed, and the complainant remains dissatisfied 

with the outcome they will be supported to refer the matter to the Care Quality 

Commission, Local Authority or Ombudsman for the complaint to be reviewed 

externally.  

Management review of complaints 

All complaints will be reviewed regularly by home managers with support from 

their operations manager to identify any trends or areas for improvement. The 

Complaints Team (Quality Team) will also monitor individual homes’ reporting and 

recording of complaints and will look for any trends across Greensleeves Care to 

look for any areas of improvement and concern. These trends will be discussed as 

appropriate at the monthly meetings held at Head Office.  
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