Benefit Resolutions CIC 

Challenging Bad Practice Policy

Benefit Resolutions CIC (BRL) welcome all expression of dissatisfaction and comments about the effectiveness of the organisation, both positive and negative, and views about how the organisation can improve standards.

It is wrong to assume that successful organisations are the ones that never receive any complaints.  If an organisation never receives any complaints, it is likely that the organisation does not actively encourage people to give their views.  Successful organisations' complaints procedures are, therefore, ones that encourage people to voice their comments as a matter of course and that these comments are listened to, responded to and acted upon.  Not only does BRL directors welcome comments and complaints but its staff also agree that we should not and do not feel threatened by people who make comments and complaints.

Staff and other people with a legitimate interest in BRL should feel supported by its Directors in openly discussing feedback, comments and complaints  and responding to them.  

Your Responsibility:

Anyone who carries out work for BRL has a duty to report any suspected bad practice in the interests of not only service users, but also the organisation, other staff and public confidence.  

What Is Bad Practice?

It can include abuse of clients, fraud and discrimination on the grounds of sex, race, religion or disability; harassment; failure to comply with legal requirements; failure to comply with BRL Procedures and Policies; any activities that put people at risk of injury; negligence and unprofessional behaviour resulting in unsatisfactory standards.

What Should you do:

Speak to a member of staff or if this is not appropriate, a trusted person who may act as your advocate/representative, or a senior manager or Director.

It can, at times, be distressing and difficult to report bad practice so you need to prepare yourself as much as possible.  Make notes on:

· Why you are concerned

· What you have seen or heard

· Dates, times and places

· Who is involved

· Anything you have done to raise the concern and any results from this

· Any background and history to the issue

What if it is my manager or co-ordinator that I want to complain about?

Ask to speak to a senior manager or the director. If they are unable to speak with you immediately, you can leave your details so they can contact you within two working days by telephone to address your concerns, or if prefer you can put your concerns in writing.  

What will happen next?

The senior manager will deal with your concern if it is considered serious by consulting with BRL directors and then decide on the most suitable action to take.  They will need to ask you questions to enable your concern to be taken further.

Within fourteen days of your raising your concern the person dealing with the matter will write to you in order to:

· acknowledge your concern

· indicate how the matter is to be dealt with

· give you an estimate of how long it will take to give a final response

· if no further action is to be taken, explain to you why this is

The action to be taken to deal with the matter may be:

· to conduct and extensive investigation

· to use the child and vulnerable adult protection procedure if abuse is suspected

· to refer the matter to the police if a criminal act is suspected

· to refer the matter to an external professional body

· to take other suitable action

· further information or a formal statement may be sought

· if disciplinary action is taken you may be called as a witness

What If I Wish To Remain Anonymous?

You will be asked to give your name when raising your concerns and will be informed of and assured about BRL's policy for protection.  We will consider anonymous complaints but would find the process of investigation difficult if contact with the complainant during an investigation could not be maintained. It may also be in the interest of the service user for you to be identified; if disciplinary action is taken, anonymity of witnesses cannot be preserved.

What support is available to me?

The manager, director/s or your representative is available for you on a day to day basis.  

If no action is taken following an initial or extensive investigation, or if you disagree with the resulting action, then you can raise the matter with:

· The director/s and or senior manager

· Legal representatives

· Your professional body if you belong to one.

· The police if you feel a criminal act has taken place.

If you take your concerns outside of BRL, even at the first stages of seeking your own assistance from a trusted advocate, then you should ensure that no confidential information is disclosed that would jeopardise your own position in regard to Data Protection and Confidentiality Policies.
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