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Hampshire Shared Lives
operational guidance


Compliments, complaints and concerns
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[bookmark: _Toc202359780]Introduction

[bookmark: _Int_avSwp8I9]The Hampshire Shared Lives service recognises the importance of learning from the experiences of people who are providing support or are being supported in Shared Lives arrangements and of continually working to improve the service.  It is important that if a situation arises where someone is dissatisfied and needs to raise a concern or complaint that everyone has a clear understanding of how to do this and what procedures to follow.

[bookmark: _Int_mSkiITy5]We also want to hear when something has gone well and if anything has impressed anyone who has come into contact with the Hampshire Shared Lives service.

Having clear procedures is crucial in maintaining quality assurance and monitoring of the services the Hampshire Shared Lives service provides. It also ensures that everyone understands that they have a right to make a complaint or raise a concern and that this will be dealt with in accordance with the Shared Lives Scheme’s policies and procedures.

[bookmark: _Int_RhtoMKGK]Making a complaint can be difficult for anyone; therefore, it is important that information is provided in a format that helps the person to understand their rights and how they should expect their complaint or concern to be dealt with.  

National guidance only requires us to deal with complaints about events that happened in the past 12 months.

[bookmark: _Int_mspzafKt]Information and guidance about the complaints and concerns procedures will be provided to everyone coming into a Shared Lives arrangement and/or their family/representative, as well as to Shared Lives carers.  Information will be provided in:




· Policies and procedures
· Carers’ guidance
· Shared Lives Carer Agreement

[bookmark: _Toc202359781]What you can expect from us

Our approach is about listening, responding and improving. By listening to your experiences, we can resolve mistakes faster, learn new ways to improve, and hopefully prevent the same problems from happening in the future.

· We will treat you with respect and dignity
· We will take your concerns seriously
· We will always try to sort out your concerns as quickly as possible
· We will make sure that you have adequate support
· We will advise you of approximate timescales

[bookmark: _Toc202359782]What we expect from you

We expect the same levels of respect and dignity to be shown towards our staff.

We will not tolerate abusive or threatening behaviour towards any staff member. In the event of this taking place, we will consider limiting the contact received from that person(s). We expect our staff to end abusive or threatening calls after telling the caller they intend to do this.

Further guidance on the County Council’s Zero Tolerance statement and Unacceptable Customer Contact can be found here: Equality objectives and Zero Tolerance statement | About the Council | Hampshire County Council

[bookmark: _Toc202359783]Raising a concern

The way we manage your complaint is outlined below, however, the registered manager has the flexibility to allow a complaint to be escalated at any point, if that is the best course of action for the circumstances.

[bookmark: _Toc202359784]Local resolution

[bookmark: _Int_1Qe2wTZd]If a Shared Lives carer has a concern about a Hampshire Shared Lives service user, this should be raised with the Shared Lives officer in the first instance.  

If a person has concerns about the Hampshire Shared Lives service, talking with the Shared Lives officer will usually resolve things. The Shared Lives officer will hopefully be able to put things right straight away or explain why they cannot. This is known as raising a concern and is often the quickest route to getting an issue resolved. Whether or not this is the case, the Shared Lives officer will make the Shared Lives Management Team aware of the concern (within one working day) and this will be logged to support service improvement. 

At times this may require involvement of other professionals involved with the Hampshire Shared Lives service and/or the Customer Care Department.

If an individual is unhappy with the response, or does not want to speak with their Shared Lives officer, they can then contact the Shared Lives Management Team and ask them to review their concern or complaint via email sharedlivesteam@hants.gov.uk. 

This is known as an informal concern or complaint.

The service will acknowledge your concern or complaint; to confirm they have received it, within two working days. A member of the Shared Lives Management Team will contact you to clarify your concern or complaint, confirm whether this is the approach you wish to take, or discuss a plan of action to deal with the concerns if necessary or appropriate.

This initial communication will normally take three working days. We aim to respond to complaints within 20 working days, but additional time may be required to investigate more complex complaints.

We will keep you informed of any delays in the process. You can expect your complaints to be:

· Listened to
· Investigated fairly
· Responded to in full

You will be advised of the outcome of your concern/complaint in writing. This will outline any investigation and any actions taken to resolve it, with the aim to conclude with acknowledgement, acceptance and preferably agreement. 

As part of internal governance processes, all logged concerns and complaints will be reviewed by the Hampshire County Council Care and Support Services Senior Management Team, to ensure that the necessary processes have been followed. 

Information on informal complaints will be kept for three years after resolution.

[bookmark: _Toc202359785]Stage one

If you remain dissatisfied with the response or have concerns about the standard of service, actions or lack of action, you can make a formal complaint. This can be done by sending an email to adultservices.complaints@hants.gov.uk. By making a formal complaint you are asking Adults’ Health and Care to consider your complaint through the Customer Care Team. They will make sure that the complaint is looked at by officers who have not been involved with your concerns or issues. You will be given a written response setting out the conclusions.



[bookmark: _Toc202359786]Stage two

If you remain dissatisfied, you may have your complaint investigated by a more senior manager in Adults’ Health and Care, who will review the case and related evidence. The timescale for a formal response to a stage two complaint is 40 working days. At the conclusion of stage two, customers must be informed of their right to escalate their complaint to the Local Government and Social Care Ombudsman.


[bookmark: _Toc202359787]Local Government Ombudsman 

If you are unhappy with the way we have dealt with your complaint at the end of a stage three investigation, or feel we have treated you unfairly, you can contact the Local Government Ombudsman:


· Phone 0300 061 0614
· Visit their website at www.lgo.org.uk 
· [bookmark: _Int_RZ3dlPSG]Write to the Ombudsman at PO Box 4771, Coventry CV4 8JB. The Ombudsman will generally expect you to have taken your complaint through our own procedures first.


More information about how to make a comment, suggestion or complaint can be found on the Hampshire County Council website here: Customer care and complaints | Health and social care | Hampshire County Council.



[bookmark: _Toc202359788]Hampshire Shared Lives service users

If the person using the Hampshire Shared Lives Scheme (or their family representative/advocate) has any complaints or concerns about the Shared Lives arrangement, then they should, if possible, discuss the situation with the Shared Lives Officer in the first instance with the aim of resolving the issue informally without delay.

If the person is unable to do this for whatever reason, then the person (or their family representative/advocate) should contact their Shared Lives officer to discuss their concerns.

[bookmark: _Int_8wExosOG]If the complaint or concern is of a serious nature, the person using the Hampshire Shared Lives Scheme (or their family representative/advocate) should always contact the Shared Lives officer directly.  The Shared Lives officer will discuss the complaint or concern in person with the Shared Lives Management Team immediately (within one working day) to ensure the issue is fully investigated, (being mindful of their organisation’s own safeguarding procedures) while keeping the person (or their family representative/advocate) fully informed. A response to any formal complaint will be given to the individual within 20 working days. 

If the person/their representative is not satisfied with the investigation or outcomes, the person has the right to a review of the issues. The Shared Lives Management Team will be able to advise on how to take the matter further, including how to direct a complaint to Corporate Complaints adultservices.complaints@hants.gov.uk.
[bookmark: _Toc202359789]
Hampshire Shared Lives carers

[bookmark: _Int_jjtjKeQs][bookmark: _Int_pNaej4G7]If a concern/complaint is made about a Shared Lives carer, they will be informed about the nature of the complaint and be given an opportunity to respond.  They will also be informed about sources of independent support in case this is useful to them.  This may not apply if the complaint is referred to safeguarding.

The service will keep the Shared Lives carer informed of the process as best they can, but if there are other professionals/agencies involved they may be governed by their timescales.

[bookmark: _Int_GOKm7hyJ]If the concern/complaint is not one that would be referred to safeguarding, any follow-up action required regarding the Shared Lives carer’s practise will be addressed through a carer review and, where necessary, new learning opportunities and/or more regular support and monitoring.  In very occasional circumstances, the deapproval process may need to be followed. Please also see the deapproval guidance.

The Shared Lives carer has the right to see copies of all relevant records and documents relating to the concerns raised. However, they will not have access to information provided in confidence by or to a third party.


[bookmark: _Toc202359790]Shared Lives Team

[bookmark: _Int_NwBFaZkj]If the concern/complaint is about a Shared Lives officer or manager in the service, they will be informed about the nature of the complaint within five working days and be given an opportunity to respond.  Any follow-up action required will be addressed through supervision and/or Hampshire County Council misconduct/performance policy where appropriate.

[bookmark: _Int_UXQCs0dF]All complaints and actions taken will be recorded and a summary will be available for inspection by the Care Quality Commission (CQC) and other regulatory bodies if/when required.  Complaints and lessons to be learned from them will be discussed with workers in the Hampshire Shared Lives service, and Shared Lives carers when this is appropriate, and within limits of confidentiality. 

Summary

The Hampshire Shared Lives Scheme works within an ‘open door practise, and the Management Team are expanding their visibility to all carers and stakeholders. 

We are seeking the support of anyone who would like to be involved to participate more in the development of the scheme and to work in a more co-productive manner, which will hopefully create a more collaborated approach ensuring all involved feel at ease to raise any concerns. 



































	Date: 
	 
	Complaints and Concerns

	Effective date: 
	 
	02/07/2025

	Review date: 
	 
	028/02/2026 

	Author: 
	 
	Helen Bradshaw/ Carers group

	Authority to vary: 
	 
	HCC Care SMT 

	Policies/procedures cancelled or amended: 
	 
	

	Amendment: 
	Date: 

	
	

	
	

	
	
	
	



	
	
	



2 SL OPG (20) - Complaints & Concerns V1	
image1.jpeg
@ Hampshire

County Council




