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WCA Complaints Policy and Procedure
Policy

Wandsworth Care Alliance recognises that from time to time people may want to raise issues of concern about the organisation or staff at Wandsworth Care Alliance and therefore need a clear procedure for raising their concerns in the form of a complaint.  

We are committed to dealing with all complaints in an efficient and reasonable way. We have a procedure which aims to make it straight forward for people to make a complaint.  This procedure means all Wandsworth Care Alliance projects will have to deal with complaints quickly, consistently and helpfully.

Procedure

The procedure is based on three stages.
Stage 1:
Wherever possible we try to deal with your problems where it 

happened, for example, at an Interest Group meeting.

Any complaints received, in writing, should be directed to the
appropriate project manager.  If the complaint is concerning that manager, the Director of Wandsworth Care Alliance will be able to deal with your complaint.

On receipt of a complaint we would normally aim to provide an initial acknowledgement within two working days and a letter formally acknowledging the complaint should be sent within seven working days.

The complaint should then be fully investigated and a detailed 

response sent within a stated reasonable time frame.

Stage 2:
If you are not satisfied with the way your complaint has been 

dealt with at Stage 1, contact the Director of Wandsworth 

Care Alliance.  He or she will look into your complaint and give a full response within fifteen working days.
Stage 3:
If you are still not happy, you can contact Wandsworth Care Alliance’s Chair of Trustees.  
He or she will take an independent view of your complaint and make sure it is thoroughly investigated. A written response will be provided within twenty working days.

If you are not satisfied after stages 1 and 2, please write to:

Chair of Trustees 

c/o Wandsworth Care Alliance

Trident Business Centre
89 Bickersteth Road

London 
SW17 9SH
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