The Thurrock & Brentwood Mind Comments,
Compliments & Complaints Policy & Procedure is
available on request.

How we will handle a complaint :

If you wish to complain in person or by telephone,
we will aim to deal with your complaint there and
then on an informal basis. If this is not possible, or
you wish to pursue a formal complaint, please
complete this feedback form.

We will acknowledge your complaint, and aim to
respond within 10 working days from the date of
acknowledgement of your complaint.

If the above time limit cannot be met we will keep
you informed and provide the anticipated date of
our fill written response.

If, after receiving our response you remain
dissatisfied , you should write/appeal to the Chief
Executive Officer or Deputy CEO.

A full written response will be actioned within 30
working days of receiving your appeal.

If the above time limit cannot be met we will once
again keep you informed, providing an anticipated
date for our full response.

Should your complaint relate to the CEO, please
address this form for the attention of the Chair of
the Board of Trustees (making it private and
confidential)

Data Protection Act 2018

Please note that the personal details on this form or in any corre-
spondence sent to us, or details recoded by us will be held on a file
and/or computerised by Thurrock & Brentwood Mind for the purposes
of assessing your compliments, comments and complaints. Your
personal details may be shared internally within the organisation for
this purpose but will be safeguarded and will not be divulged to any
other individuals or organisations for any other purposes.

How to contact us and give your
feedback:

. Speak to the staff member concerned/
manager of the service on an informal
basis in the first instance.

o Complete this form and email to :
feedback@tbmind.org.uk

. Write to us at the address below.
. Verbally by telephone: (01375) 391411.
. Attend a service user forum.

Thurrock
and Brentwood

Phone: (01375) 391411

Email: reception@tbmind.org.uk

152 Bridge Road
Grays
Essex

RM17 6DB

Thurrock & Brentwood Mind is an affiliated Local
Mind Association and strives to deliver services which
meet the Quality Management in Mind Standards.

Thurrock
and Brentwood

Comments
Compliments
Complaints

We want to provide a high quality
service. Your feedback helps us
to improve our services.
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We aim to use the feedback we receive to
improve our services.

You can use this leaflet to inform us of any
comments, compliments or complaints you
may have.

e Comments
You may wish to share a suggestion or idea about how
we can improve our services.

e Compliments
You may wish to inform us of a service which has been
beneficial to you, or a staff member who has been very
helpful.

o Complaints
You may want to complain if our level of service or a
staff member has not met your expectations.

Support and Representation
You maybe represented by someone of your
choice who will help you. We will ask you to
give consent for them to do this. We can pro-
vide details of an advocacy service provider.

Confidentiality

You have the right to remain anonymous when
filing a complaint, however we will
unfortunately be unable to provide a response
to you.

Confidentiality is protected, unless there are
compelling reasons why confidentiality cannot
be assured (i.e. investigation purposes)

FEEDBACK FORM—COMMENTS, COMPLIMENT OR COMPLAINT

Title: Last Name:

First Name(s):

Address:

Phone Number:

Email Address:

Which Thurrock & Brentwood Mind Service are you
giving feedback about?

What is your feedback? Attach a separate sheet if
necessary.

How you can help us treat everyone fairly
(Optional).

By answering the following questions you will help
us to make sure that we give a fair service to all of
our service users.

Are You?

0 male O Female

Do you have a long standing iliness, disability or
infirmity? (Long standing means anything that has
troubled you over a period of time.)

O Yes O No

If so, please tell us which of these apply:

[0 Physical [ Mental
O Learning [0 other

To which ethnic group do you consider that you
belong?

[ White
O Asian/Asian British O Black/Black British
I Chinese O Mixed

What would you like to see happen?

[0 Other ethnic group (please specify):

To which age group do you belong?

O 30-44
O 75+

O 18-29
O 60-74

O Under 18
[ 45-59

Signature: Date:




