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1. Introduction
The Carers Centre is committed to continually improving the quality of services and
we consider feedback from carers who use our services to be an essential part of
this. All feedback is welcomed and we encourage carers to let us know about their
experience of using our services, whether positive or negative, to help us to maintain
and improve the quality of what we do.
Complaints will be responded to in a timely way and thoroughly investigated,
The purpose of this policy is:
• to set out the Carers Centre’s approach to receiving and responding to all
feedback, both formal and informal, including compliments
• to let you know how you can make a complaint, what you can expect to
happen if you do so and how you can appeal if you are unhappy with the
response you receive.
This policy applies to all aspects of the Carers Centre services

2. Definitions
We use the following definitions for clarity to distinguish between a formal complaint
and informal feedback as each triggers different actions:
2.1 Complaint

A formal expression of dissatisfaction with any aspect of Carers Centre services from
a carer or their representative.
This will trigger an investigation overseen by the Chief Executive, and the
complainant will receive a formal response. This will either be verbal or in writing,
depending on the wishes of the person who made the complaint
If you have a concern we would encourage you to discuss the matter informally with
any member of staff in the first instance as it may easily be resolved straightaway.
2.2 Informal Feedback
Any feedback, comments or suggestions about services you wish to bring to our
attention about how we deliver services.
This may be shared during conversations with staff or volunteer or alternatively, you
can share your views, comments and suggestions with us via the ‘Have your Say’
page on our website:
Have Your Say | Sheffield Carers Centre
Informal feedback includes compliments; it is good to hear about things that have
gone well so we can feed this back to those concerned but compliments also help us
focus on quality and help us know that carers are happy with the way we are doing
things.
3. Formal Complaints Procedure
We always aim to operate to the highest standards but we recognise that there may
be times when carers who use the service may feel that this high standard has not
been met. If you do have a complaint or feedback about our services, please let us
know. Where your experience falls below the standard we expect, we will do all we
can to put things right and prevent recurrence.
It may be helpful to speak with any member of staff or a volunteer in the first
instance. All staff and volunteers are responsible for listening to what you tell us and
for then taking appropriate actions. They will try to resolve your concern and address
the issue you raise. If you are unsatisfied with the response, or wish to follow the
formal complaints route, you can ask for your feedback to be dealt with as a formal
complaint in accordance with this policy.
You may choose how you submit your complaint, it does not have to be put in
writing. You can contact us by telephone on:
0114 278 8942
Or you may prefer to put your complaint in writing and send to for the attention of the
Chief Executive:
By email: complaints@sheffieldcarers.org.uk
Or by post: Sheffield Carers Centre

1 Young Street
Dearing House
Sheffield
S1 4UP
You can make a formal written complaint at any time, but we will normally only
investigate complaints about the Carers Centre’s current services, or incidents
occurring in the six months prior to the date of the complaint.
We will respond within a maximum of 5 working days to confirm that we have
received your written complaint and to let you know what will happen next.
The Chief Executive will ensure your complaint is investigated and may ask the
appropriate manager of the service concerned to lead this investigation. The
manager may contact you during this time to ensure we fully understand the nature
of your complaint.
The Chief Executive will respond either verbally or in writing as agreed with you,
within 28 days. More complex investigations may take longer, for example if another
organisation is involved, but we will always keep you informed if this is the case. The
response will include information about the outcome of the investigation, whether
your complaint has been fully or partially upheld and details of any further action to
be taken to prevent recurrence when something has gone wrong.
3.1 What do we need to know?
In order to help us to effectively investigate your complaint, please set out the facts
of what happened as clearly as possible. In particular telling us if possible:
•
•
•
•
•

Your name and contact details
what happened and when
names or roles of people involved if you know
What you believe went wrong
Anything in particular you would like us to do as we address your complaint.

3.2 Confidentiality and consent
If you make a formal complaint, we may need to review the information we hold
about you if it is necessary for the investigation. This may include accessing your
Charitylog record; this is the highly confidential database where we record details of
your contact with the service. However, we will not record details of the complaint, or
the outcome, on your Charitylog record.
If you are submitting a complaint on behalf of someone else, we will need that
person’s consent in order to investigate and respond.
Because we carry out some of our services on behalf of Sheffield City Council, for
example carer assessments, there may be occasions where we will share
anonymised details with Sheffield City Council’s complaints team. We will always

discuss with you any situation where we will be sharing identifiable information with
either the City Council, or any other external organisation, if relevant to your
complaint or the investigation.

If your feedback raises issues related to health and safety, safeguarding children and
adults or criminal activity, the relevant Carers Centre procedures will be followed. In
such cases, the law may require that your personal details are shared with external
organisations and this may override your right to confidentiality. Where appropriate
we will always inform you if we need to do this.
3.3 Appeal process
If the complaint is not resolved to your satisfaction, you can request a review, within
28 days of the Chief Executive’s response, to:
Chair of the Board of Trustees
Sheffield Carers Centre
Dearing House
1 Young street
Sheffield
S1 4UP
You may also email the Chair via: complaints@sheffieldcarers.org.uk
Note on the email subject line that it is for the attention of the Chair of the Board of
Trustees and your email will be forwarded.
The Chair will contact you within 5 working days to confirm that s/he has received
your complaint. An investigation will be carried out by the Chair or Deputy Chair and
one other Management Committee member, gathering information as widely and in
as much detail as is practicable within the timescale. The Chair will confirm his/her
decision in writing, together with the reasons for making it, and any relevant action
within 28 days. This decision is final.
4. How do we monitor complaints and feedback?
All feedback received at the Carers Centre is recorded on a feedback log which is
monitored by the Carer Services Manager to establish whether there are any trends
or patterns we need to address. A report on anonymised complaints and feedback is
received by the Carers Centre Quality Committee each quarter to provide assurance
that we are responding appropriately and using feedback for service improvement.
This Committee reports any such trends and service improvement in turn to the
Board of Trustees.
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