
Harrow Mencap Complaints Policy

If you think we have made a
mistake or done something
wrong or badly, please tell us.
 
You can make a complaint.

Sometimes at Harrow Mencap we
get things wrong.

This is important because you
can help us to learn from our
mistakes and make things better.
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What a complaint is

A complaint is when you tell us
that you are unhappy with us.

You can complain about the
quality of support we have given
you or a family member.
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If you are a client, a family
member, carer or anyone else,
you can complain about anything
at Harrow Mencap.



You can speak to us about your
complaint, or write it down or tell
us with pictures.

You can make a complaint at any
time.
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Or something else we have done
that has made you unhappy.

You can also complain about
how staff have spoken to you.



Why your complaints are important

We want it to be easy for you to
make a complaint, because we
care about what you think.

We will listen to you and do
something about your complaint.

We want to collect information
from complaints to make sure we
can do things better.
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How the Care Act could affect
your complaint

We have to share these rules
with you. They are:

We must protect you from
abuse and neglect.

 
We must protect your rights.
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If you are an adult and we provide
you with a service that is required
by the law (Care Act 2014).
 
We must follow some more rules.
 
 
 

We will always listen to your
views, wishes, feelings and
beliefs.



How to make a complaint

If you want to make a complaint,
please fill out a complaints form.
 
You can find the form on our
website by clicking this link:

www.harrowmencap.org.uk/contact-us

After you have completed the form
please email it to us on: 
 
harrowmencap@harrowmencap.org.uk

Or post it to us at:
 
Harrow Mencap,
3 Jardine House,
Harrovian Business Village,
Bessborough Road, 
Harrow, 
HA1 3EX
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If you have difficulty completing
the form you can call the office
and tell us your complaint on:
 
020 88698484 or 020 84237382 

If you want to complain about a
service we have provided for you,
you should send your complaint to
the service manager.
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If your complaint is about a service
manager, you can tell the office
instead by calling us on:
 
020 88698484 or 020 84237382 
 
Or emailing us on: 
 
harrowmencap@harrowmencap.org.uk
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What we do when you make a
complaint

Harrow Mencap Staff should
always write what your complaint
is on a Complaints Record Form. 

If you make a complaint we
have to tell you that your
complaint has been received in
5 working days.

Usually, we should be able to
resolve your complaint in 25 days.
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25 days

Sometimes it can take longer. If
we cannot resolve your complaint
after 25 days, we will explain why
we have not finished yet.



If your complaint cannot be
resolved by the first person
dealing with your complaint, you
can complain directly to the Chief
Executive.

If you want to complain about the
Chief Executive, you can send a
complaint to the Chair of the
charity.
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The Chief Executive should let you
know they have received your
complaint within 5 working days. 

Most complaints are resolved after
25 days, but if the complaint is
difficult to resolve, it may take up
to 65 days.
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Review by Board of Management

The Board is not there to change
the result of a complaint, they are
there to check that a complaint
has been dealt with properly.

If you are unhappy with the result
of your complaint, you can ask the
Board for a review. 

If you ask for a review. The
Board has to let you know they
have got your request.

The Chair or a member of the
Board will check that the people
who handled your complaint did
everything properly.



A review should take 6 weeks.6 Weeks

After that, you should get a
letter from the Chair telling you
about the review and if any
further action is required.
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Who to ask if you need help to
make a complaint

If you need help to make a
complaint you can ask your
carer or a family member.

You can also ask a friend.


