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Complaints – please note IMCA Suffolk uses Optua’s policy and procedures
· IMCA Suffolk tries hard to make sure that everyone using our service gets a good service that lives up to what we say we will do in all our policies and procedures. We also learn from the Feedback forms we get back, so please fill them in.
· Occasionally, however, situations may arise when people think we are not performing as we say we do and feel they have a legitimate complaint. 

· All complaints are treated confidentially. This means that we will only involve the people who are directly involved in your complaint.

· Initially we will try and resolve your complaint in an informal way. We will only move onto a more formal approach if we cannot solve your concerns informally. The Chief Executive will be informed so that the matter can be monitored.
· If you want to know more about this policy or receive a complaints form or just want to talk about it you should contact the IMCA Suffolk Manager, Tel: 01449 771590, email: mfarley@optua.org.uk or write: The Manager, IMCA Suffolk, Red Gables, Ipswich Road, Stowmarket, IP14 1BE please mark the envelope Private & Confidential.  Or if your complaint is about the Manager of IMCA Suffolk you can contact Joan Petty Deputy CEO of Optua at: Optua House, Hill View Business Park, Claydon, Suffolk, IP6 0AJ Tel: 01473 836777,  Fax: 01473 836778, Textphone: 01473 836779
How do we work with our partner organisations for IMCA
· IMCA Suffolk works with 3 partner organisations:
1. Age Concern Suffolk

2. East Suffolk MIND

3. Ace – People First Group

· If you make a complaint about one of our partner IMCAs we will follow our complaints policy, and advise the relevant partner organisation, who will work along side the procedure, and may follow there own policy.
How do we work with our free-lance IMCAs?
· Free-lance IMCAs will work under IMCA Suffolk policy and practice guidance, as all our IMCAs do
· Free-lance IMCAs will come under IMCA Suffolk complaints procedure
Who can make a complaint?
· A person being supported by an IMCA advocate

· A person representing someone who is being supported by an IMCA advocate but who does not have the capacity to make the complaint themselves.
· A person who represents agencies working with IMCA Suffolk

· Carers of people being supported by an IMCA advocate

How can you make a complaint?
· In writing
· By e mail
· By telephone
· By Text phone
· In person
What is the time frame we will work to?

· We will respond to your complaint in 10 working days

· If we need more time to research your complaint we will write to you within 7 working days advising you of this. Please NOTE we hope to have completed all our research and respond to you within 28 working days.

What if you are still not happy?

· If you are still unhappy after following the complaints  process, your issue/issues will go to Optua board of Directors
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