Q) HeadFirst

Complaints, Comments & Compliments Policy

1.Introduction

We are committed to providing high standards of professional service at all times, and we
welcome feedback from clients, their families, support workers, therapists or solicitors and
everyone who works with us on all aspects of our service. This policy explains how to give us
feedback and how we will handle your feedback.

Our approach aligns with the Care Quality Commission (CQC) Fundamental Standards on
complaints, governance, and being open and honest.

2. Purpose and Scope

e Appliesto all Head First services and staff.
e Feedback can be made verbally or in writing, including anonymously.
e We will not treat anyone unfavourably for raising a concern.

3. Definitions

Complaint: Any expression of dissatisfaction about our service, decisions, communication,
timeliness or conduct.

Comment: A suggestion or observation about how we can improve.

Compliment: Positive feedback about our staff or services.

4. How to provide feedback (complaint, comment or compliment)

You can:

e Speakto your case manager in the first instance, or if not possible, any staff member

o Phone, email or write to us (see contact details below)

e Ask someone to help you (family, friend, advocate). We can help you access independent
advocacy.

e Tell us the way you prefer to communicate (e.g. Easy Read, large print, interpreter). We will
make reasonable adjustments under the Equality Act 2010.

Our contact details:
e Phone: 01580 752275

e Email: hello@head-first.org
e Post: Head First, Grove Mills, Cranbrook Road, Hawkhurst, Kent, TN18 4AS
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5. How we aim to respond, learn and be transparent

Acknowledge: Within 3 working days, we will acknowledge your feedback, and advise you who
will be investigating the matter, and when we will provide you a full response (Reg 16).

Investigate and update: We will investigate fairly and proportionately and keep you updated; if
more time is needed, we will ensure you are informed of a new date (Reg 16).

Outcome: We will send a written response, usually within 20 working days, with our findings,
acknowledgements and remedies (Regs 16 & 20).

Learning: We will log all feedback, review themes quarterly, and use all the information gained
to evaluate and continuously improve (Reg 17).

Safety and openness: We will escalate safeguarding concerns and meet ourDuty of
Candour for notifiable safety incidents (Reg 20).

Privacy: We will protect your information and only share it according to our Privacy Notices.

6. If you are not satisfied with our response

e The Registered Manager will carry out an internal review within 20 working days.
e |fyou are still not satisfied with the response, then you can contact the organisations below:

Adult social care: Local Government & Social Care Ombudsman (LGSCO) -0300 061 0614.
CQC: You can share your experience with CQC (they do not resolve individual complaints);
enquiries@cqc.org.uk /03000 616161.

7. Regulation and governance

Head Firstis registered with the Care Quality Commission. We will provide CQC with a summary
of complaints and responses on request.

Head Firstis an Employee-Owned Trust (EOT). We are led by Directors and a Registered Manager
who oversees compliance and quality.

Linked regulations: CQC Regulation 16, Regulation 17, Regulation 20; Equality Act 2010.

Version control

Version: 2 Changes: Updated to correlate to regulations

Approved by: Directors Approval Date: November 2025
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