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COMPLAINTS 
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CODE VERSION DATE 

FEED_POL 1.0 March 2025 

PURPOSE  To outline how complaints and feedback can be made and are managed. 

SCOPE  Covering client and stakeholder complaints and feedback. 

SUMMARY 

At Oasis, we value the voices of our clients, colleagues and stakeholders and are 

committed to listening, learning and improving.  We welcome all feedback, whether it is 

positive or constructive, as it helps us enhance our services and support those in need 

more effectively. 

 

All complaints and feedback must be logged via the Oasis website and responded to 

within timescales outlined and according to Oasis principles. 

 

LEGISLATION 

& 

RELATED 

DOCUMENTS 

Feedback or Complaint Information for Clients.docx 

 

PROCEDURE 
Guidelines for Managing Client Complaints.pptx 

Record of Feedback or Complaint Form.docx   

FULL POLICY 

Introduction 

Oasis colleague teams operate within a continual learning environment and as 

professional support colleagues we recognize that we always have opportunities to learn 

and grow as individuals and teams. We appreciate that the views of our clients and 

stakeholders can help us to practice more efficiently and effectively and are open to 

constructive criticism.   This policy outlines our approach to feedback and complaints 

and the procedures that we follow.  

  

Principles 

• All feedback and complaints are monitored to ensure that they are used to 

improve the range and quality of service delivery on a continuous basis.  

• All clients and stakeholders have access to clear information on how to voice 

complaints and feedback and will be provided with the support they need to 

make their views known. 

• Oasis will also ensure that no clients are disadvantaged or treated less favourably 

as a result of complaining or contributing feedback.  

• Clients in Oasis accommodation will be provided with the quick reference chart, 

to support their understanding of complaints and feedback procedure.  

• Where needed, clients will be supported with feedback and complaints by a 

suitable member of frontline colleagues.  

• All complaints are to be made via Oasis’ website. 

 

Timescales  

https://oasisdomesticabusese214.sharepoint.com/:w:/s/ExecAsst/EVYZqKxeQx1Knf2SBI9Fr08B5O4WvvBPYk9RGZpJ4RRSvQ?e=UuckZR
https://oasisdomesticabusese214.sharepoint.com/:p:/s/ExecAsst/EVuGrNehtFhBsGD4wL3htFEBZe60QWDDvLSwnZml-cXEpQ?e=Cce8yK
https://oasisdomesticabusese214.sharepoint.com/:w:/s/ExecAsst/EdNvwdsXqG1IsbkKG6jPxmcBf_rwxTyv0MD86V9hccxn6w?e=mlh1Np
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• If a client or stakeholder complains about the service or a staff member, they 

should expect to receive an acknowledgement within three days and a Stage 1 

response within a week.  

• If the complaint is escalated to Stage 2 (Team Manager) they should expect a full 

reply, normally within four weeks.  

• If the complaint raises complex issues that cannot be answered within four weeks 

and is escalated beyond the Team Manager, they will be kept informed of 

progress at four-weekly intervals until we are able to respond fully to the 

complaint.  

  

Complaint management 

If a client wishes to complain or contribute feedback formally about the service they are 

receiving, or any other aspect of their experience whilst being supported by Oasis, they 

can do this via the Oasis website Oasis Domestic Abuse Service feedback or by emailing 

complaints@oasisdaservice.org. Complaints will be forwarded via the website to the EA 

to the Chief Executive, who will monitor and log complaints. 

 

• If the complaint is about a colleague at project level, the Team Manager or Senior 

Manager must lead on resolving the complaint.  

• If the complaint is about a Team Manager, the next level of leadership must lead.  

• If no employed colleague can deal with the complaint, the Chairperson of the 

Board must lead on resolving the complaint.  

 

What happens to consultations and feedback?  

Complaints and feedback will be analysed for team and organisational learning with 

information disseminated to the SMT. 

  

Where a serious complaint is upheld, there may need to be immediate action i.e. 

employment policies may be used if there is found to be inappropriate colleague 

conduct.   

 

Complaints and feedback will be logged in an excel spreadsheet. Once the complaint 

has been resolved, the Record of Feedback or Complaint Form (see above) will be 

completed.  Any complaints about colleagues will be held on file by the HR Team. 
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