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S.T.A.R.S. Worcester Ltd: Complaints Procedure (Service Users) 
 
 

Policy Reviewed: 1.3.15 
Next Policy Review Date: 1.3.16 
Person Responsible for Review: Catriona Rubery 
 
 

1. Person Responsible for Complaints: 
 
         Catriona Rubery in the first instance; Helena and Carole Augousti in the    
         absence of Catriona Rubery.  
 
 

2. Person Responsible for Investigating Complaints: 
  
               Catriona Rubery in the first instance and Helena and Carole Augousti in the  
               absence of Catriona Rubery. 
 
       

3. How Complaints may be made: 
 
               Email: starsworcester@gmail.com 
               Telephone: (01905) 355995 
               Post: Unity House, Stanley Road, Worcester, WR5 1BE 
               Website: www.starsdaycare.co.uk 
 
               Full contact details of the complainant will also need to be taken by STARS. 
 
 

4. Procedure once a complaint has been made:  
 
      4.1    A written record will be made of the complaint; if by telephone, the  
               Complainant will be told that all the information told to Catriona, Helena or  
               Carole, will be used in the complaints procedure and will be put down in  
               writing for STARS’ records.  
 
      4.2    A written copy of the complaint will be provided to the complainant within three  
              working days. The complainant will then have 5 working days to notify STARS any  
              mistakes or amendments needed as necessary. This will be acknowledged by a  
              letter sent by STARS, providing the name and contact details of investigating  
              Director.  
 

 
 
 
 
 



    
Day Care with Dignity       Activity with Purpose 

 

W: www.starsdaycare.co.uk          E: starsworcester@gmail.com          T: 01905 355995  
 
 

5. Time Limit for making a Complaint: 
 
               A complaint must be made no later than 12 months after:  
 

                • the date the event occurred or, if later, 

                • the date the event came to the notice of the complainant.  
 
                The time limit will not apply if STARS is satisfied that:  
 

                • the complainant can give a good reason for not making the complaint within that     
                   Time limit, and  

                • despite the delay, it is still possible to investigate the complaint effectively and  
                   fairly. 
 
 
               Anonymous Complaints will be dealt with in exactly the same way, but all  
               correspondence will be kept on record in the event that someone comes forward to  
               request the findings of the investigation.  
 
 

6. Investigating Officers: 
 

All complaints will be investigated by a Senior Manager or Director; someone with 
sufficient seniority to be able to resolve the issue complained about. 
 
 
 

7. Support for Complainant:  
 

Complainants will receive (so far as is reasonably practical): 
 
7.1  Assistance to enable them to understand the complaints procedure 
7.2  Information regarding local advocacy services is displayed clearly in our foyer, 
along with a copy of this complaints procedure. All of this information will be 
provided to all complainants. 
7.3 Catriona Rubery, Carole and Helena Augousti will be happy to answer any 
questions a complainant might have and will always be available to advise or guide 
the complainants.  
 
 

8. S.T.A.R.S. will only accept complaints from a representative under certain 
conditions: 
 

     Either:  

     • where we know that the service user has consented, either verbally or in writing  
        or:  

     • where the service user cannot complain unaided and cannot give consent  
       because they lack capacity within the meaning of the Mental Capacity Act 2005,  
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and     

   • the representative is acting in the service user’s best interests – for example,     
     where the matter complained about, if true, would be detrimental to the service  
     user. 
 
 
This procedure can be made available on request in other languages and in other 
formats such as cassette and Braille. 
 
 
9. Updates: 

 
The Complainant will be kept informed of the progress of the investigation. 
 
 

10.  Investigation time-line: 
 

S.T.A.R.S. will endeavor to have the results of the investigation, ready to discuss 
with the complainant within 28 working days after the date the complaint is 
received. 
 
This can be changed, if necessary, with the consent of the complainant.  
 
 

11.  Investigation Conclusion: 
 

S.T.A.R.S. will take no longer than 6 months to complete and close a complaint.  
 
 

12.  Government Omburdsman: 
 
                Once your complaint has been fully dealt with by S.T.A.R.S. and you are not  
                satisfied with the outcome you can complain to the Local Government  
                Ombudsman (LGO). The LGO provides a free, independent service.  
 
                You can contact the LGO Advice Team for information and advice, or to register  
                your complaint.  
 
                T: 0300 061 0614  
                E: advice@lgo.org.uk W: www.lgo.org.uk  
 
               The LGO will not usually investigate a complaint until the provider has had an  
               opportunity to respond and resolve matters. 


