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Can | make a comment or complandt?

Yes, we are happy fo receive
suggestions, complaints and to receive
compliments when we have done well.
Comments and complaints are a valuable
way of evaluating and improving our
services and ensuring that they are
responsive to people’s needs.

We will work to ensure that people have a
range of ways in which they can comment
about our services and be supported in
raising concerns informally. However, we
acknowledge that people have a right to
make a formal complaint and every effort
will be made to try and resolve any
problem as soon as possible.

Wil &+ make a dfference W | make a
comment or a complawnt?
Yes we review all the comments and

complaints we receive and look for ways
in which we can improve our services.

Who can make a comment or compland?
Someone who has used the services
provided or managed by Derbyshire Mind.
Someone from another organisation or

member of the public who has come into
contact with Derbyshire Mind.

Who do | make the comment or complant +0?

You can pass your general comments on to
any member of staff you are in contact with.

If your comment or complaint is about a
member of staff please contact the lead for
that service.

If your comment or complaint is about the
service lead please contact the Chief

Executive or Chair of Derbyshire Mind.

How do | make a commendt or a compland?

Contact the relevant person in person, on
the telephone, by email or in writing if you
wish.

What will happen | make a complandt?

We will make a note of the complaint and tell
you how we can help. We may be able to
sort out the complaint straight away but we
may need to talk to other people fully to
investigate your complaint. We will tell you
what we have done and what we are going
to do.

How long wall o +ake?

You should receive an acknowledgment of
receipt of your complaint within 5 working
days. We uwill aim fto respond fto your
complaint within 4 weeks but sometimes it
may take longer to investigate matters fully.

Is there 2 +me vt for making 2
complawndt?

Ideally any complaint should be made
within 3 months of the incident/situation
you are unhappy about.

Will & ke held aganst me | complan?

No, definitely not. If you feel this has
happened you must let us know.

What happens W | am not sahsfied with
+he response | recewe?

You can request that your complaint is
passed to the Board of Trustees of
Derbyshire Mind or you may write fo
them directly.

What | am sHll not satsfied?

If you are not satisfied with the final
response from the Board you should seek
legal advice or direct your complaint to
the appropriate ombudsman. If possible
we will fry to suggest someone who may
be able to support and help you with this.

Privacy

Records of complaints and investigations
will be kept securely for one year from
the date they have been concluded, un-
less advised otherwise by our legal advi-
sors.

If you want a copy of our full Complaints
Policy please ask and we will provide you
with one.



