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Swindon Advocacy Movement 

Complaints Policy and Procedure 

Swindon Advocacy Movement (SAM) is committed to giving all 
members and clients the best possible service.  If you have a complaint 
about our work then we would like to hear about it.  We will ensure the 
complaint is thoroughly investigated and where complaints are upheld, 
appropriate action is taken to improve our service. 
 
Any client who makes a complaint about the service will be entitled to 
support and an independent advocate (from a different advocacy 
provider if needed) to enable them to make the complaint.   
 
SAM will ensure that confidentiality is maintained for complainant and 
any staff member concerned as far as possible.  All information shared 
will be on a ‘need to know’ basis. 
 
SAM will ensure that people using the services are made aware of the 
complaints procedure and will be informed that complaints are 
encouraged and viewed as a positive way of improving its services.  
Copies of the complaints procedure will be made available in an easy 
read version for clients and members.  
 
Complaints Process 
 
Anyone making a complaint can go direct to stage 2 if they wish. 
 
Stage 1 
 
Complaints can be made at any time, in person, by telephone or in 
writing, to the Manager of the SAM project concerned, who will respond 
to your complaint in writing within 7 working days of the complaint being 
received.   
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The Manager will offer the complainant an informal discussion to find 
out details about the complaint and look at ways of resolving the 
problem.  The Manager will speak with any members of their staff who 
are involved in the complaint to obtain their account and response to 
the complaint. 
 
The Manager will discuss the complaint with the CEO and will keep 
records to be made available to the CEO.  The CEO will report all 
complaints received to the Management Committee (all details of 
complaints will be anonymised).  
 
If the matter cannot be resolved to the complainant’s satisfaction, they 
can choose to pursue their complaint under Stage 2. 
 
Stage 2 
 
A formal complaint is given to the CEO. This can be given verbally in 
a minuted meeting or in writing.  The complainant can also write directly 
to the Chair of the Management Committee: 
 
Chairperson 
Swindon Advocacy Movement 
Sanford House 
Sanford Street 
Swindon 
SN1 1HE 
 
Please mark the envelope ‘Private and Confidential’ 
 
An investigating officer will be appointed for the complaint.  This will 
usually be the CEO.  The complaint will be investigated and responded 
to within 3 weeks of receipt. 
 
The investigation will involve speaking to all parties concerned about 
the events leading up to the complaint, in order to establish an 
independent view of what took place and whether the complaint should 
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be upheld.  The investigating Officer will provide a written report of the 
investigation, the outcomes, and any recommendations for action.  
Copies will be sent to the complainant, the CEO, the relevant Manager, 
any staff member concerned, and the Chairperson of the Management 
Committee. 
 
Stage 3 
 
If the complainant is unhappy with the outcome of the investigation 
they should contact the Complaints Officer at Swindon Borough 
Council who will conduct an independent assessment.  
 
 
 
 
 


