Council for the Homeless NI

Complaints Policy

CHNI is committed to providing appropriate and effective services. This policy aims to promote accountability by introducing a formal mechanism through which individuals and/or organisations may make complaints regarding a member of CHNI staff, our organisation or the services we provide.

The objective of this policy is to 

· Deal with complaints quickly and fairly

· Treat all information given to us in confidence

· Acknowledge when something has gone wrong

· Use feedback to review and improve the provision of our services

Complaints procedure

1. If you wish to make a complaint you have the option of writing to, telephoning or emailing CHNI. You may also use the contact form below to contact us.

2. List as clearly and accurately as possible your comment, suggestion or complaint and forward to The Director, Council for the Homeless NI, 72 North Street, Belfast, BT1 1LD, marking the envelope private and confidential, or email margarethenry@chni.org.uk
3. If you wish to complain about a specific incident/service received you must make your complaint within 3 months of the incident occurring which you wish to complain about.

4. On receipt of your complaint  CHNI will aim to:

· Acknowledge it within 3 working days

· Issue a full response within 10 working days; or

· Issue a revised response date if unable to respond within 10 working days.

5. On receipt of our formal response, if you are still not satisfied you will be given the opportunity to make a further complaint to the Management Committee of CHNI. Complaints to the Management must be made within 10 days of CHNI issuing its first formal response

No complaint shall be referred to the Management Committee without having first gone through the first stage of the process.

