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Complaint Form
North Devon Against Domestic Abuse (NDADA)
NDADA is committed to handling complaints fairly, sensitively and in a trauma-informed way. Complaints help us understand when things have not gone as they should and support us to improve our services.
Complaints Process
Stage 1 – Investigation
Your complaint will usually be acknowledged within 5 working days of receipt.
It will normally be investigated by the Operations Manager or Accommodation Manager, depending on the nature of the complaint and which part of the service it relates to. The person investigating your complaint will not have been directly involved in the matter being complained about.
A written response will normally be provided within 20 working days. If more time is needed, we will let you know and explain why.
Stage 2 – Review / Appeal
If you are not satisfied with the Stage 1 outcome, you may request a review within 10 working days of receiving the response.
The review will usually be carried out by the CEO. A written response will normally be provided within 20 working days of the review request being acknowledged.
Complaints About Specific Roles
· Complaints about frontline staff will usually be investigated by the Operations Manager or Accommodation Manager
· Complaints about the Operations Manager or Accommodation Manager will be investigated by the CEO
· Complaints about the CEO will be handled by the Chair of Trustees
Support to Make a Complaint
If you need support to complete this form, NDADA can help. You may also have support from an advocate, friend or representative.
Confidentiality
NDADA will handle complaints sensitively and confidentially. If you are making a complaint on behalf of someone else, we may need their consent before we can respond in detail.

Section 1: Your Details
Full name:

Address:


Telephone number:

Email address:

Preferred method of contact:
☐ Phone
☐ Email
☐ Letter
☐ Other: _____________________________________________
Is it safe for us to contact you using the details provided above?
☐ Yes
☐ No
If no, please tell us the safest way to contact you:



Section 2: Are You Making This Complaint On Your Own Behalf?
☐ Yes
☐ No
If no, please complete the section below.
Representative / Advocate Details
Name:

Organisation (if applicable):

Relationship to complainant:

Telephone number:

Email address:

Do you have the person’s consent to raise this complaint on their behalf?
☐ Yes
☐ No
If yes, please attach written consent where available.

Section 3: Details of the Complaint
Please tell us what happened.
Include dates, times, places, staff involved (if known), and any other information you feel is important.






When did this happen?

Where did this happen?

Who was involved?



Section 4: Have You Already Raised This Concern Informally?
☐ Yes
☐ No
If yes, please tell us:
Who did you raise it with?

When did you raise it?

What was the outcome?




Section 5: What Impact Has This Had On You?
Please tell us how this issue has affected you.





Section 6: What Would You Like To Happen Next?
Please tell us what outcome you are hoping for.





Section 7: Supporting Information
Please list any documents or other information you are providing with this form.
☐ Letters
☐ Emails
☐ Notes
☐ Other documents
Please give details:




Section 8: Support Needs / Reasonable Adjustments
Do you need any support or adjustments to help you through the complaints process?
☐ Yes
☐ No
If yes, please tell us what would help:
☐ Communication by phone
☐ Communication by email
☐ Communication by letter
☐ Larger print
☐ Support from an advocate
☐ Interpreter / translation support
☐ Other: _____________________________________________
Further details:




Section 9: Consent and Declaration
I confirm that the information I have provided is true to the best of my knowledge.
Signed:

Name:

Date:

If this form is being completed by a representative on behalf of someone else:
I confirm that I have the person’s consent to raise this complaint on their behalf.
Signed:

Name:

Date:


How to Return This Form
Please return this form to NDADA 
By email admin@ndada.co.uk
By post PO Box 141, Barnstaple, EX32 7YN
or by giving it to a member of staff. 
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