Moonlight Homecare Ltd
Complaints Procedure

1. Purpose
Moonlight Homecare Ltd is committed to providing high-quality care and values feedback from service users, families, and stakeholders. This procedure ensures that complaints are handled fairly, promptly, and effectively, and that lessons are learned to improve services.

2. Scope
This procedure applies to all complaints made by service users, their relatives, representatives, or any other individuals affected by the services provided by Moonlight Homecare Ltd.

3. Policy Statement
Moonlight Homecare Ltd will:
· Take all complaints seriously 
· Respond in a timely, respectful, and transparent manner 
· Ensure complainants are not disadvantaged for raising concerns 
· Use feedback to improve the quality of care 

4. What is a Complaint?
A complaint is any expression of dissatisfaction about the service provided, whether verbal or written, justified or not, that requires a response.

5. How to Make a Complaint
Complaints can be made:
· Verbally to a member of staff 
· In writing (letter or email) 
· By a family member or representative on behalf of a service user 
Staff receiving a complaint must report it to management immediately.

6. Complaint Handling Process
Stage 1: Acknowledgement
· Complaints will be acknowledged within 2 working days 
· The complainant will be informed of the process and expected timescales 
Stage 2: Investigation
· A thorough and fair investigation will be carried out 
· Relevant staff may be interviewed 
· Records and evidence will be reviewed 
Stage 3: Response
· A written response will be provided within 28 days 
· The outcome will be clearly explained 
· Any actions taken or planned will be outlined 

7. Escalation
If the complainant is not satisfied with the outcome, they may escalate the complaint to external bodies such as:
· The Local Authority 
· The Ombudsman 
· The Care Quality Commission (CQC) 

8. Confidentiality
· All complaints will be handled confidentially 
· Information will only be shared on a need-to-know basis 
· Records will be stored securely in line with data protection requirements 

9. Learning from Complaints
· Complaints will be reviewed regularly 
· Trends will be identified and addressed 
· Improvements will be implemented where necessary 

10. Support for Complainants
· Assistance will be provided to those who need help raising a complaint 
· Information will be available in accessible formats where required 

11. Recording Complaints
· All complaints must be documented 
· Records will include details of the complaint, actions taken, and outcomes 
· A complaints log will be maintained and reviewed 

12. Monitoring and Review
This procedure will be reviewed regularly to ensure it remains effective and compliant with current regulations and best practice.
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