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Evergreen Care is committed to ensuring that our members, their families and carers are 

happy with the support and services we provide.  This is true whether there is cost or not, 

our members are entitled to receive safe, effective, responsive and quality services. Where 

cost is involved, it is important to us that they feel that they are getting value for money.  

Providing support and care in the community is fraught with challenges, the weather, the 

rural locations of our district, the pressures on the care work force sometimes mean that we 

don’t always get things right or that circumstances beyond our control influence the delivery 

of care.  It is important to us as an organisation that all those we serve and work with have 

an opportunity to raise any concerns or grievances about our provision. We intend to make 

this process simple and effective and welcome your feedback on what we do. We equally 

welcome encouragement and compliments particularly for the front line staff. 

 

Grievance Procedure  

 

It is important that all of our members have the freedom and a clear pathway to make a 

grievance, this is true of their family and carers also. 

 

• A complaint or grievance may be raised verbally or in writing. 

 

• Contact details and the postal and e mail address is clearly available in each of the 

member’s files and on our documentation including receipts and invoices.  

 

• Each member file contains a Grievance/complaint form at the rear of the folder, the  

process for Grievance procedure aims to be clear, concise with guidelines on what to 

do if the complainant is not happy with the Evergreen response to a raised grievance. 

 

• All staff need to be clear on their responsibility to respond to any verbal complaint 

which must be recorded and reported to the line manager who then passes this onto 

the RCM for regulated services and all complaints. 

 

• All complaints must be responded to at earliest opportunity, beginning with an 

acknowledgment and then recording and communicating to the complainant any 

actions taken, investigations made, improvements implemented and lessons learned. 

 

• The Duty of Candour policy works hand in hand with the Grievance Policy 

 

• Every effort must be made by all staff, volunteers concerned to protect and support 

the complainant, their family and carers. The team need to be aware of any potential 

‘offence’ taken on receipt of a complaint and ensure that no discriminatory or lesser 

service is provided during investigation of a complaint or afterwards. 

 

• Management need to ensure that both the service user and the staff/volunteer 

concerned are supported and any necessary changes made to improve the 

circumstances made thoughtfully and promptly. 

 

• Management must take care to signpost and inform other agencies should this be 

necessary or required, in the case of Evergreen this may involve the Charity 

Commission or the Care Qualiy Commission. 

 

• Evergreen is committed to supporting and working with any investigative processes 

carried out by external agencies ie police, Healthwatch, Charity Commission and Care 

Quality Commission. 

 



• Evergreen will do its utmost once aware of a complainant, to ensure that someone 

who needs support with making a complaint will receive this, either through 

Advocacy, or if needed an interpreter.  

 

• Confidentiality and data protection must be adhered to by Evergreen at all times and 

ensure that all appropriate safeguarding practices and guidance is adhered to. 

 

• Evergreen maintains the Grievance records, with details of what response, actions 

taken, changes implemented and feedback, apologies, are given to the complainant. 

 

• Safeguarding, Grievance and Complaints procedure is covered in training for all Care 

Staff and Volunteers through Induction and ongoing training. 
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