Stages of a complaint

The diagram below is an overview of the different
stages of the Porchlight complaints procedure
together with the member of staff responsible and
the time within which they should respond.
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If the complainant is still unhappy at this
stage refer to appropriate external body.
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When to use this form.

You should use this form if you have a
compliment about our services, or if you have
made an informal (verbal) complaint, and are as
yet unhappy that it has been resolved
satisfactorily. Finally, if you have something to
say that doesn't really fit either compliment or
complaint; you can make a 'comment’.

We really value your feedback as it shows
us what we are doing well and helps us to
identify what we need to do better.

How to use this form.

If you are handing this to your key worker then
you need only complete section (a) of the form
highlighted with a purple border, however, if you
intend to send you feedback through the post,
then please also complete section (b)
highlighted with a yellow border.

You can then post the form, to any Porchlight
office or to the Head Office address listed
below. Alternatively, you can email us or
complete the feedback form on our website, by
following the link in the "about us’ section and
entering the password plcom08.

Head Office

2nd Floor Watling Chambers

18-19 Watling Street

Canterbury Kent CT1 2UA

Phone: 01227 760078

Fax: 01227 453331

E-mail: headoffice@porchlight.org.uk
www.porchlight.org.uk
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Let us know how we are doing




What happens
with your
feedback?

If your compliment, comment or complaint
could affect the way in which all of our
services are delivered, a manager will pass
it on to their Senior Manager, who can use
your feedback to influence the Strategic
Planning for the charity's future.

Compliments

Your compliments will be passed on to the
member of staff or team recognised and may
be used as evidence to recognise exceptional
staff performance. They may also be used to
inform working practices across the charity by
being highlighted at Managers’ Meetings.

Comments

Your comments will be passed to the relevant
manager to decide on the appropriate course of
action. If you have asked for a response, we
will write to you within 14 days of receipt, to
indicate what action has been taken.

Complaints

Porchlight aims to try and resolve any complaint
to your satisfaction as quickly as possible. No
one will be treated less favourably or penalised
in any way by Porchlight for making a complaint
and you may be accompanied or represented
by a friend or other person of your choosing at
all stages of the Complaints Procedure. All
complaints are treated as confidential and
information given will only be used as
necessary for investigating the complaint. All
complaints are recorded and monitored by
Porchlight to ensure quality and effectiveness of
our services. A diagram showing the different
stages of the complaints procedure is enclosed.

Your Name

Today’s date

Please tick the relevant box:

Llcompliment Clcomment [Icomplaint

If you have made a comment or

complaint, do you require a response?

CIno Clphone Oletter Cemail

Please write your compliment,
complaint or comment below.

(if you did not have enough room, please attach
additional sheets as required).

(b)

Please tick the Porchlight service you

accessed.
O Fern Court [J Prospects

O Old Sorting Office O Outreach

[0 106 Whitstable Rd O 74/76 Whitstable Rd
O Shared Houses O Craddock House

[ King Street [0 George Culmer Court
[0 Guildford Lodge [0 Head Office

O Simon Mead House [ New Wharf

[0 New Town Street/Sturry Rd

O Service User Involvement

O Dover Floating Support

[ Canterbury Floating Support

[0 Thanet Floating Support

O Ex Offender Floating Support

[0 Ashford Floating Support

[0 Other (please state)

Please tick if you would prefer to
remain anonymous (though obviously
this will prevent us from responding to
your feedback directly). [J

Your details
Address

Phone number




