What if I’m Not Happy with the Outcome?
Adult Services

Local Government Ombudsman (LGO)

Once your complaint has been fully dealt with by Nugent, if you are not satisfied with the outcome you can refer the complaint to the Local Government Ombudsman (LGO) and ask for it to be reviewed. The LGO Advice Team can be contacted for information and advice, or to register your complaint:
Tel: 0300 061 0614

Email: advice@lgo.org.uk
Web: www.lgo.org.uk
The Care Quality Commission (CQC)
Adult services are regulated by the Care Quality Commission (CQC). The CQC cannot get involved in individual complaints about providers, but is happy to receive information about our services at any time. You can contact the CQC at:

CQC National Correspondence, Citygate, Gallowgate, Newcastle upon Tyne, NE1 4PA

Tel: 03000 616161

Web: www.cqc.org.uk/contactus.cfm
Children’s Services

Office for Standards in Education (Ofsted)
Children’s Services are regulated by the Office for Standards in Education (Ofsted). Ofsted cannot get involved in individual complaints about providers, but is happy to receive information about our services at any time. You can contact Ofsted at: 
Piccadilly Gate, Store Street,

MANCHESTER M1 2WD
Tel: 0300 123 1231

Web: www.ofsted.gov.uk
Local Authority 
If your service is funded by the Local Authority their address and phone number can be found in your local phone directory.
QUALITY ASSURANCE
NUGENT 

99 Edge Lane

Liverpool

L7 2PE
Phone: 0151 261 2000

Fax: 0151 261 2001

Email: info@nugentcare.org



[image: image1.jpg]



CUSTOMER

CARE

 MAKING A

 COMPLAINT
 “because nugent cares”

Making a Complaint

Whenever a complaint is made about a service, every attempt is made to try and resolve it directly with the staff and managers responsible for providing that service.  This is at stage 1 (normally dealt with within10 working days).
[image: image3.wmf]Sometimes it is not possible to do this, or the person complaining prefers their complaint to be investigated by someone not working in that particular service.  Such complaints are investigated by an Investigating Officer and a written response outlining findings and recommendations is provided by the Director responsible for the service complained about.  This is at stage 2 (normally dealt with within 25 working days).

Who Can Complain?
Anyone who receives a service from Nugent, carers, relatives or friends of someone who receives a service. 

How Do I Make a Complaint?

Complete the attached form or

Write or telephone the Manager of the home/ service


COMPLAINT FORM

Your name:  __________________________________________
Your address:  ________________________________________
_______________________________________________________________________________  Post code:  ________________
Day time telephone No: _________________________________

NAME OF Service Complaining about:

_____________________________________________________
Please explain what your complaint is about (attach a separate piece of paper if necessary)

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
________________________________________________________________________________________________________________________________________________
What would you like to happen to resolve this complaint?
 _______________________________________________
_______________________________________________
_______________________________________________
_______________________________________________
Have you complained about this matter before?

_______________________________________________

If so, when? _____________________________________
And to who? _____________________________________
________________________________________________
I want my complaint to be dealt with at (tick):

Stage 1                                  Stage 2    
Your signature:  __________________________________

Date: ___________________________________________
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