Cefnogi Cymunedau Diogel a Hyderus
Supporting Safe and Confident Communities

COMPLAINTS PROCEDURE

SMT is an independent charity experienced in providing services that enhance community
safety. With a Wales wide remit SMT is recognised for its specialism in domestic abuse
adopting a whole family approach, providing advocacy, support, awareness and early
intervention, recognition and behaviour change.

We are committed to providing high quality services to its users. We understand, however,
that sometimes things may go wrong, or services may not reach the quality level you expect.
If you are dissatisfied with something we have done, or have not done, please tell us and we
will do our best to put things right. If we cannot resolve matters in the way you want, we will
explain why it is not possible to do as you suggest.

This leaflet gives information about our complaints procedure and how to make a complaint.
It includes information about what you can expect from us when we are dealing with your
complaint.

What is a complaint?

We regard a complaint as any expression of dissatisfaction with our action or lack of action,
or about the standard of service provided by us.

Who can complain?

This procedure is for members of the public and does not include staff, trustees or
volunteers to whom separate procedures are available. You can complain directly to us, or if
you would rather have someone make the complaint on your behalf, we can deal with your
representative; this could be a relative, a friend or any other person that you choose. If you
agree to someone making the complaint on your behalf, it is important that you know we will
need to ask for your written permission for us to deal with that person.

To make a complaint, contact us using any of the following methods. Please address for the
attention of the Deputy Chief Executive Officer:

Telephone: 01685 353999

Email - feedback@smt.org.uk

Visit www.smt.org.uk/contact-us

Post or call in to:

SMT

The Voluntary Action Centre
89-90 High Street
Pontmorlais

Merthyr Tydfil

CF47 8UH
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To help us get back to you as quickly as possible, please let us know:

your full name

your contact details

how you would like us to contact you

the service or other activity to which your feedback or complaint relates
what happened and when

how you would like us to resolve the matter
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How long do | have to complain?

Your complaint needs to reach us within three months of the incident you are complaining
about.

Our response to your complaint

=  We will treat all complaints confidentially and ensure they will not affect your
relationship with us or stop you receiving our services. If however a complaint is
against an individual, a written copy of the complaint will be made available to them.

= Complaints will be handled by a senior member of staff who is not otherwise involved
in the situation.

=  We will acknowledge receipt of your complaint within seven working days, identifying
who is dealing with your complaint.

=  We will hold a full, detailed investigation and aim to complete this investigation within
one month and provide an outcome to you.

= If you are dissatisfied with the outcome, you should state the reasons in a letter to the
Chief Executive Officer, Safer Merthyr Tydfil, Voluntary Action Centre, 89-90 High
Street, Merthyr Tydfil, CF47 8UH. They will consider your comments, determine
whether further investigation is necessary and respond within one month.

Appeal

If you are still dissatisfied, you can appeal to the Board of Trustees by writing to:

The Chair, Board of Trustees, Safer Merthyr Tydfil, Voluntary Action Centre, 89-90 High
Street, Merthyr Tydfil CF47 8UH. The Board will obtain all relevant correspondence relating
to your appeal from the Chief Executive Officer. After investigation, you will receive a final
decision response within one month. The Board’s decision is final.

Do you need more information?

We value diversity and are committed to supporting the diverse needs of the communities
we serve. If you need support putting your complaint in writing, want this information in
Welsh or another language, receive the information in a different format, or would like
support via an interpreter, please tell us in person by using the contact details on page 1 and
we will endeavor to put support in place.
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