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DUNDEE INDEPENDENT ADVOCACY SUPPORT
       GUIDE FOR PEOPLE WHO USE ADVOCACY SUPPORT
WHAT YOU CAN EXPECT FROM US

Advocacy is about enabling people to take charge of their own lives.  This document explains what you can expect from us.

OUR COMMITMENT TO YOU IS

· to represent your interests as if they were our own

· to enable you to act independently whenever possible

· to deal promptly and efficiently with your requests without making false claims about what you can hope to achieve

· to maintain professional standards in our relationship with you

· we will not accept any financial rewards or gifts from you.

CONFIDENTIALITY
Whatever you say to your advocate will be protected and maintained within Dundee Independent Advocacy Support.  No outside contact will be made concerning you without your knowledge and consent.  In extreme circumstances, where your safety and well-being or that of another person is involved, it may be necessary to break this confidentiality. 

RECORDS

It is necessary to keep clear and accurate records.  You are welcome to read anything which we write about you and you can have a copy of your records to keep if you wish.  These records are confidential and kept under secure conditions.

COMPLAINTS ABOUT THE SERVICE     The complaints procedure is detailed overleaf.
WORKING WITH THE ADVOCATE

Where possible you will be sympathetically matched with an advocacy worker or a volunteer citizen advocate, bearing in mind the advocate's experience, interests and time commitment.

However, we recognise that there may be times when personalities clash or when conflicts of interest arise, and you may feel that person is unable to represent you efficiently.  Should this occur, please inform your advocate or the advocacy worker, who will allocate you a new advocate where appropriate.
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COMPLAINTS PROCEDURE

It is our aim to make the complaints system quick, simple and accessible.

Dundee Independent Advocacy Support (DIAS) views complaints in a positive way and will respond to a complaint in a courteous and timely manner.  Each complaint will be taken seriously and investigated at and to the appropriate level.  The complainant will be kept informed of the process and offered clarification and explanations as necessary as will the person being complained about.  The procedure will be thorough, accountable and mindful of confidentiality and used to inform future practice.  This procedure is for people who receive our service, referring agencies and volunteer/citizen advocates.  If you need help to make a complaint we will arrange for an independent advocate to help you.

A copy of the Complaints procedure that outlines the process and initial contact details of the organisation will be made available or sent out as requested.

1. If you are not satisfied with the service of Dundee Independent Advocacy Support (DIAS) you may express your complaint, in the first instance either verbally or in writing to a member of staff.  They will do their best to remedy the problem.  If you do not feel that complaining to them is appropriate you may wish to contact our Manager directly.  Shona Laidlaw, Manager at DIAS can be contacted at the address above.  

2. We will record your complaint in our Complaints Register and send you a letter of acknowledgement within 7 working days.  We will arrange to meet with you and the advocate involved, subject to your agreement, to discuss the matter informally at a place and time of your choice.  We aim to hold this informal chat within 14 days. You may bring along with you a friend, relative or advocate for support.

If the outcome is satisfactory no further action is required in relation to the complaint

3. If the complainant is dissatisfied following the informal stage, we then require the complaint to be submitted in writing to the Manager who will acknowledge receipt with a copy to our Chair of the Board.  The Manager will investigate the complaint fully and respond, in writing, within 7 days.  In the event of the Manager being the subject of the complaint, the Board of Trustees is responsible for ensuring the smooth operation of the complaints procedure; including any clarification of points that are unclear to the complainant.
4. If you are not happy with our response at this stage you may ask to have your complaint reconsidered by a group of three representatives from our Board of Trustees.  The Manager withdraws from the complaint process at this stage.   They will investigate the matter fully and send you a written recommendation within 14 days.

5. This concludes the Complaint procedure.

6. You must make your complaint no longer than 6 months after the event has occurred.

7. If the complainant remains dissatisfied they should be informed by the Manager of their right to contact an Independent Arbiter.

All information given during the complaints procedure and all records will be kept in the strictest confidence.
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