Pass from deportment to
deporbment

TRANSFORMING et
THE SOCIAL CARE

NN

W‘ NOUA
co PLA' NTS SYg TEM stigma 8 @ chal:\\ges
(0)% & discriminafion Conlint- esporse
'\NORKSX’\ T ¢ making o
wv‘ovﬁo(rosgoa oF) Do e mord COMpOaSSion

Deloyed responses

pect
g‘"eed mme:\&s takzobfm Front lml?h stoff
visit families, cwn fix thin sas
5. ) Tmesces Li‘v\o\ividuf:\.sodw 8 when By~ Comploint s
Zh R
Finance- You have ‘-7- Fws
days to respond ; {:o wwesl:\ o.be Stoff turnover
N w,ﬁpthg, discomecked N opte,ne ne to lack of

managers /’%mdmg

CHALLENGES WITH Some complaints staFF

OUIZP-eNT SYsTEM Lack of paid  out of owr sphere
odeaca WVIC@S of |nF|uey\u \,0‘
P Pohey
vose %
Process led Improgoment Person-centved - Slmphfg ﬁ\,&o( SM?

Should be /o gt B yngerstond ,
outcome G | Oubcomes Learning & ‘2‘5 v Nthurnghts Build relationships
orientated

Systems outcomes ’rauma informed Q R@r\bs based
orientated Workforce . We ALL have the
. See their !
Complaint - negokwe mFlufnmced én\% pgrespechv& same rights
Urwman led TENSION heir experience Jresole or excloi n e9 fomily life
Saffing Fundmg &P Q)
Learning 4 improvement Relational & caring ~ compassion
towrgetted  Service Trwma\ Key worker
Ct!\vorsa%wns - |mp(ovmw i‘f\tofm? Q “
lndlwdua\ vedvress Volues driven wlx‘?lgoll:'l\zmw

Orientated Families fcava home plan @
priovitise values keepl'ng Terminology
people. Safe  —wse plain English

Having a descripbion of the
words helps with banslation

Everyphing is connecked

DIFFERENT PERSPECTIVES

How Covers ave
?
[UGood set of principles
-:\(p Brilliant theory bul: how does |f' :
work in theory? Worn down | ?V; m"fj)l g&blfs s
on add on

Te(mmolog = difficult for
. everyone 7] Q
@ 7 undérstand &
E*Pectahons ‘
Jprocess led

<‘ Limits to what we
con do - cont aiways meet
complainant's outcome

? guick and simple Is it
meoningful 7 ) ’
Are complaints wn 0? e
owditing tool ?
Robher than a tool Council pre-judge choice + control
to vesolve. individual's they don't understand
outcome !\: the conbext
WHAT MAKES A GOOD
CONMPLAINT SYSTEM?
8 9f agnc Lo uSels
" gore - Ko
Clear
languoge How to moke
Whot is the o complaing
outcome Uou Stoff advertise
=\ want? Yight to complain
Positive  L0OD PRACTICE Support for
M%%Pﬁ?xgd *o( Know your Skoff who have
W \Q\ mcwed complaints
agpinst them O
' An apology would ()
Council fund advocates
be appreciabed Nho'hfe:lAp pecple. _@.i
Or admawledge the make complants
hurt 8 upsek @@= Delays moke it
Upheld" & Nk upheld feel Tike you ave 3¢

being |gv\ored 'ﬂ&ﬂ?

mokes it feel like a box-
ticking exercise

WHERE ARE Wi NOW ?



