How to make a complaint
about your Support Service

Are you feeling?

Then we can help!!
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Making a complaint means speaking up about something you do
not like or something you are not happy with.

Making a complaint can be a good way
9 of making things change for the better.

It is OK to complain. We
need to know what is wrong
with your service so we can
try to make the service better.




What can I complain about?

You can complain about anything to do with your support service. By support, we mean that
you might have a key/support worker who helps you with things like:

® Show you how to
prepare food
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® Help you to pay other services you need

your bills

Your key/support worker might work on site
2 where you live or may visit you in your home.



Who should I complain too?

You can complain to the person or the organisation that provides you with support. They will
have their own complaints policy and can help you make a complaint if you ask them.
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- If you don't want to make a complaint to them, you can
a make your complaint to us, the Supporting People team.

If you make a complaint to us:

® \We will take the complaint very seriously

( ® \We will make sure we understand the problem is
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® \We will try to sort out the
problem within 2 weeks

® \We will help you get support
to make your complaint if
you want us to



Dealing with a complaint

When we deal with your complaint, we will always make sure that:

® \We deal with you equally and fairly - (not treating people

Respect Usl!
badly because of something that is different about them)

® \Ve treat your complaint as confidential (keeping what you
tell us private)

The only time we would need to share this information with
someone else is if someone could be hurt if we didn't do this.
We would talk to you if we needed to do this.



How do I make a complaint?
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We can come and visit you in your own home or in
another place where you feel happy to talk to us.

You can have someone with you, such as a friend or
relative if you want to. If you need an advocate,
(someone independent who will tell us about your
complaint) we can help you sort this out.



You can also phone us, write to us or e-mail us at:

Supporting People Team
The Bungalow

R/O Grays Hall

Orsett Road

Grays

Essex RM17 5TT

Tel: (01375) 385266

E-mail: Supporting.people@thurrock.gov.uk




What happens then?

You can complain to Supporting People:

® \We will write to tell
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® If you are still not
happy, then you
should contact us
again and we will let
you know what can
be done

® \We will look into
the complaint




If you would like a translation of this
leaflet, please call the number below.
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For large print or braille phone

020 8430 6291
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