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1 - Introduction/Criteria 

The Department of Health and Social Care (DHSC) is committed to maintaining the highest 

possible standards of care.  Feedback from service users, carers and members of the public 

is essential to this. Adult Social Care Services welcomes all compliments, comments and 

complaints all of which enable the Department to review its services, so that the best 

possible practices and services can be provided to its service users. 

2 - Aims/Objectives 

In all cases the Department will: 

 support people  through the complaints process  

 always treat a person making a complaint as  an individual, acknowledging their  

right to make a complaint and ensuring that they  feel able to complain without any 

fear of retribution  

 keep information confidential  

 signpost  to Advocacy Services for  independent support – see Appendix 2 for 

contact details 

 Definition of a Complaint 

A complaint is an expression of dissatisfaction, however made, about the standards of 

service, action or lack of action by Adult Social Care or its staff affecting an individual service 

user.  

 Who Can Complain 

A complaint can be made by: 

 

 An individual service user 

 The representative of a service user (i.e. a person acting on their behalf with their 

consent) 

 The representative of a service user who does not have the capacity to make a 

complaint themselves, as long as they are seen to be acting in the interests of the 

service user 

 A relative of a service user who is deceased 

 Someone who has been turned down for a service to which they think they are 

eligible  

 Members of the public  
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 Making a Complaint 

It is accepted that sometimes things can go wrong; it is important that the Department is 

aware that a complainant is unhappy with a service.  In the first instance it is often best 

practice for the complainant to speak to the person they have been dealing with to discuss 

their complaint, or alternatively to speak to the manager of the relevant service area to 

determine if the complaint can be resolved straightaway.  If the complainant is not satisfied 

with the explanations given by the relevant officer or manager, they should be advised to 

put their complaint in writing and send it to the Adult Social Care Directorate (See 

appendix 2 for contact details). 

 

The Department is committed to dealing with all complaints in a fair, impartial and timely 

manner. However, the Department reserves the right to protect its staff against any 

behaviour from members of the public, service users, their relatives and/or carers that is 

unacceptable, such as abusive, offensive or threatening.  Service users, their relatives 

and/or carers or members of the public can, of course, expect the same courtesy. 

 

It is important, when a person submits a complaint, that as much information as possible is 

provided, to help the Department understand the issue.  For example; 

 

 The complainant’s full name and address. 

 Their telephone number and other contact information (e.g. email address). 

 A detailed description of the complaint and what the complainant thinks should be 

done to resolve the problem. 

 Data Protection: 

When a complaint is made the Department will log all the information in respect of the 

complaint including the name and contact details of the complainant. All information will be 

treated confidentially and will only be used for the purposes of dealing with the complaint. 

This could include sharing information to carry out a full investigation only when necessary. 

3 - The Complaints Process 

The complaints process consists of three stages: 

 

Stage 1: 

Stage 1 is the informal stage of the complaints process and should be dealt with by a 

manager at a local level. The complaint must be acknowledged within 7 working days and a 

record of it must be kept locally including details on what action was taken. 

 

Stage 2: 

If the complainant is not satisfied with the response at Stage 1 they will then be advised to 

write formally to the Adult Social Care Directorate, requesting that their complaint be looked 

at again.  At Stage 2 the complaint should be investigated by a different manager to Stage 1 

(now referred to as the Investigating officer). The complainant must receive a written 

response to the Stage 2 investigation from the Director of Adult Social Care within 20 
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working days.  If the investigating officer feels that more time is needed to fully investigate 

the complaint then the complainant must be advised when they can expect to receive a 

response. 

 

STAGE 3: 

 

If the complainant is unsatisfied with the response at stage 2 there complaint will be 

considered by an Independent Investigating Officer. The complainant must make the formal 

request to the Adult Social Care Directorate within 4 weeks of receiving the written response 

to stage 2. 

The Independent Investigating Officer will determine if the complaint should be: 

 Reviewed by the Stage 2 Investigating officer for further investigation, or 

 Reviewed by the Independent Investigating Officer 

 

If it is deemed that a review of the complaint by the Independent Investigating Officer is 

necessary then this will be carried out. The complainant will receive a written response to 

the Stage 3 investigation from the Director of Adult Social Care. 

 

The decision of the Independent Investigating Officer will be final unless the person (or their 

representative) is aggrieved by a decision of the Department in relation to the provision or 

securing of the provision of social care services or carer support. 

 

A person (or their representative) aggrieved by a decision of the Department in relation to 

the provision or securing of the provision of social care services or carer support can 

complain to the Independent Review Body (IRB). Please see Appendix 1. 

 

  

4 - Complaints involving allegations of suspected or alleged abuse 
 

If a complaint is received that involves an incident of suspected or alleged abuse of a service 

user within a regulated Department of Health and Social Care, Adult Social Care service the 

DHSC’s INTER AGENCY ADULT PROTECTION POLICY AND PROCEDURES 2016 -2018 need 

to be followed. 

The incident must also be immediately brought to the attention of the Registration and 

Inspection Unit (R&I) and followed up in writing on R&I’s prescribed notification of event 

form. – see appendix 2 for contact details 

 

In the event of an allegation of abuse, the Department’s procedures in respect of Adult 

Safeguarding/Protection take precedence and the matter must be dealt with in accordance 

with the respective policy. 

5 - Other Complaints 

Complaints regarding colleagues: This policy does not apply to members of staff 

wishing to make a complaint about another member of staff and the Grievance Policy should 

be followed in such cases. 
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Commissioned Services: Complaints may be received from service users, their relatives 

and/or carers that are receiving care from one of Adult Social Cares commissioned services.  

All commissioned providers are bound under the terms of their contract to have their own 

complaints policy and procedures; therefore unless the matter relates to an allegation of 

abuse, in the first instance a complainant should report their grievance to the manager of 

the commissioned services that is providing the care.  If after the commissioned service has 

investigated the complaint and reported its findings, the complainant is still not satisfied with 

the outcome, they should be advised to write to the Adult Social Care Directorate, 

requesting that their complaint be investigated by Adult Social Care Services. The complaint 

will then follow the Stage 2 process onwards as outlined earlier in this policy. 

6 - Roles and Responsibilities 

 Local Manager/Investigating Officer 

All managers of directly provided Adult Social Care services are responsible for ensuring that 

information regarding the complaints process is made available to everyone that comes into 

contact with the service. 

 

Local Managers are responsible for keeping staff members who are the subject of a 

complaint updated with the progress and outcomes of investigations. 

 

Local managers are responsible for acknowledging, investigating and resolving complaints 

about their services, made orally or in writing unless they feel it is inappropriate to do so. It 

is important that complaints are dealt with promptly and with openness and that where 

appropriate corrective and preventative measures are taken to reduce the possibility of 

recurrence of the complaint and improve the quality of the service. A record of complaints 

will be kept in each unit/area of work.   

 

When investigating staff should ensure that: 

 

 The complaint is dealt with in an open and fair way 

 They are sensitive and thorough when interviewing the complainant. 

 They give consideration to Departmental records and other relevant information. 

 They hold appropriate interviews with staff and other people relevant to the complaint. 

 They work to tight timescales and prioritise work appropriately 

 They write the investigation report clearly using plain language 

 They liaise effectively with the complainant or their representative 

 They identify solutions and recommend courses of action to resolve problems 

 They keep the Adult Social Care Directorate regularly updated with the progress of a 

complaint 
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 Director 

The Director for the relevant service area of the Department will respond in writing to all 

written complaints and all oral complaints they receive.  

All complaints will be referred to the local manager in the first instance for local resolution 

except where the Director or the local manager feels that it is inappropriate to do so. 

 

 Adult Social Care Directorate 

The Adult Social Care Directorate will be a central contact point for all parties involved in the 

complaints process and will keep all those concerned updated on the progress of the 

complaint investigation. 

 Independent Investigating Officer 

The Independent Investigating Officer will carry out the same duties as the Local 

Manager/Investigating Officer when investigating a complaint.  However, in order to avoid 

accusation of bias, members, officers or employees of the service area associated with the 

complaint will normally be excluded from carrying out the duties of the Independent 

Investigating Officer. 

 Registration and Inspection Unit’s role in a Complaint: 

Registration and Inspection officers have a statutory duty to undertake inspections of 

registered services to ensure that requirements imposed are being adhered to and that 

users of these services are being looked after in accordance with the law and accepted 

standards. In addition, in regard to regulated care services, inspectors have the statutory 

power to interview in private any service user where a complaint has been made by them 

about treatment.  

 

The Department does not have a specific statutory duty to investigate complaints about 

registered services. Due consideration will however be given to the nature of the complaint 

and whether or not providers have breached any statutory requirement placed upon them. 

In many instances it will be deemed inappropriate for the Registration and Inspection Unit to 

conduct an investigation and more appropriate to refer the complaint back to the service 

provider to investigate under their own procedures.  

 

Where a complaint is made anonymously the Registration & Inspection officer will assess the 

seriousness of the issues raised, the potential for significant risk or harm and whether or not 

regulatory breaches have been identified before proceeding with the investigation options. 

There may be circumstances in which an anonymous complaint will not be investigated 

within the timescales laid down within this policy and may be left on file until a routine 

inspection is undertaken. It should be noted that requests for protecting someone’s 

confidentiality are not the same as an anonymous complaint. 
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7 - Complaints Follow Up 

Senior managers and line managers are expected to make recommendations (where 

appropriate) and/or follow recommendations made by senior managers, regarding 

improvements to services highlighted as a result of a complaint. These recommendations 

will be entered into the quality assurance audit process and followed up within a set time 

limit. 
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Appendix 1 – Independent Review Body (IRB) 
 
 

Independent Review Body (IRB) 
 
A person (or their representative) aggrieved by a decision of the Department in relation to 
the provision or securing of the provision of social care services or carer support can make a 
complaint to the IRB. 
 
If the complainant is unsatisfied with the response at stage 3 of the complaints procedure or 
they have not received a response to their initial complaint within 6 months they will then be 
advised to contact the IRB. 
 
The complaint can be made orally or in writing (including electronically), requesting that the 
IRB look into the complaint.  The complainant must make the formal request within 28 days, 
or where that is not possible, as soon as reasonably practicable, after receiving the written 
report to stage 3. 
 

The IRB will then:  

 Re-examine the concerns raised in the complaint. 

 Talk to all parties involved in the complaint. 

  Seek specialist advice if required.  

Once the IRB have gathered all of the necessary information, they will make a decision 

either that no further action is required or that re-investigating the complaint is appropriate. 

If the IRB investigate the complaint it will produce a report as soon as reasonably 

practicable which: 

 

 summarises the nature and substance of the complaint  

 describes the investigation and summarises its conclusions including any findings of 

fact, the Review Body’s opinion of those findings and its reasons for that opinion 

 recommends what action, if any, should be taken and by whom to resolve the 

complaint, and  

 identifies what other action, if any, should be taken and by who.  

The IRB’s findings are final. 
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Appendix 2 – Contact Details 
 

United Response provides advocacy services to adults with learning disabilities in the Isle 

of Man. Contact details are as follows: 

 
Isabel Miller 
c/o Eastcliffe Resource Centre  
Victoria Avenue 
Douglas 
IM2 4AL 
Telephone: 01624 629777 
MOB:  07624 452684 
Email: isabel.miller@unitedresponse.org.uk   
 
Age Concern Isle of Man provides advocacy services to older people in the Isle of Man. 
Contact details as follows: 
 
Age Concern Isle of Man 
19 Drinkwater Street (currently) 
Douglas 
Isle of Man 
IM1 1AT 
Telephone: 01624 631740 
 
The services provided are not legal advocacy. It is a service which supports adults with 
learning disabilities or older people to speak out for themselves or alternatively represents 
them in areas of concern in their lives.  
 
Isle of Man Health and Care Association provide a free complaints advisory service 
 
Isle of Man Health and Care Association 
12 North Quay 
Douglas 
Isle of Man 
IM1 4LE 
Telephone: 0800 999 3235 
Email: office@iomhaca.im  
 
Registration and Inspection Unit are the regulatory authority responsible for the 
inspection of Adult Social Care Services for compliance with the Regulation of Care Act 2013 
 
Registration and Inspection Unit 

Ground Floor 

St Georges Court 

Hill Street 

Douglas 

Isle of Man 

IM1 1EF 

Telephone:+44 1624 642422 
Email: R.Iadults.DHSC@gov.im 
 
 

mailto:isabel.miller@unitedresponse.org.uk
mailto:office@iomhaca.im
mailto:R.Iadults.DHSC@gov.im
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Adult Social Care Directorate 

 
Department of Health and Social Care  
Adult Social Care Services 
Markwell House 
Market Street 
Douglas  
Isle of Man, IM1 2RZ 
Telephone: 01624 686208  
Rebalancing@gov.im  

mailto:Rebalancing@gov.im

