Parent Carer Voice Herefordshire
Compliments and Complaints Policy
“Our Strength Is Our Shared Experience”
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1. Overview
Parent Carer Voice Herefordshire (PCVH) is committed to maintaining high standards in participation, engagement, and representation. Feedback from individuals is invaluable in helping us evaluate and improve our work.
Objectives of this Policy
Ensure everyone knows how to provide feedback and how complaints will be handled.
Guarantee complaints are managed consistently, fairly, and sensitively within clear timeframes.
Provide a transparent and effective process for raising concerns.
Monitor compliments and complaints to inform you of continuous improvement.
Our Commitment
Listen carefully and treat complaints confidentially wherever possible.
Record, store, and manage complaints in line with the Data Protection Act 2018.
Investigate complaints fully, objectively, and within stated timeframes.
Notify complainants of investigation outcomes and any right of appeal.
Share actions taken to prevent recurrence.
Report annually to members on the number of compliments and complaints received.
2. What Is a Complaint?
A complaint is any expression of dissatisfaction, whether justified or not. You may make a complaint if you believe a PCVH member has:
Failed to meet the PCVH Code of Conduct.
Made an error in engagement or representation.
Acted inappropriately.
3. Compliments and Complaints Procedure
3.1 Compliments
All verbal or written compliments will be recorded by the Steering Group member who receives them. These will be passed to the Chair/Vice Chair for inclusion in the Compliments Register.
3.2 Complaints
There are two stages to the complaints process:
Stage One – Initial Complaint
Complaints can be made verbally or in writing.
Verbal complaints will be documented by the person receiving them.
Written complaints should include names of individuals involved, reasons for the complaint, relevant dates, and desired outcome.
Process:
Complaints are logged in to the Complaints Register by the Steering Group Officer.
If the complaint concerns the Steering Group Officer, it should be sent to the Chair/Vice Chair (contact details available on the website).
Acknowledgement within 7 working days.
Full investigation and written response within 30 working days.
If a Co-Chair is involved, they will not participate in the investigation; the Director of Participation will oversee the process.
If dissatisfied, the complainant may appeal within 14 working days to progress to Stage Two.
Delays:
If an investigation takes longer than expected, a holding letter will be sent within 20 working days, with a revised completion date.
Stage Two – Independent Review
If still dissatisfied, the complainant can request an independent review within 14 working days.
An experienced individual, not affiliated with PCVH, will review the complaint and previous actions.
They will recommend whether: a) The original investigation and outcome were appropriate, or b) Changes are needed to recommendations or outcomes.
4. Anonymous Feedback
Anonymous compliments and complaints will be recorded and considered, but action may be limited if insufficient information prevents a full investigation.
5. Data Protection
To process a complaint, PCVH will hold personal data provided by the complainant and others involved in the investigation. Data will be stored securely and used only for addressing the complaint. Identities will remain confidential except where disclosure is required by law or necessary for investigation.
Contact Information
Chair/Vice Chair contact details are available on the PCVH website.
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