LEEDS JEWISH WELFARE BOARD/CARE SERVICES
COMPLAINT PROCEDURE
Leeds Jewish Welfare Board/Care Services treats complaints very seriously.  If we have made a mistake, or if our service is not to your satisfaction, we will apologise and try to remedy the situation as quickly as possible.

What is a complaint?
We treat the following as a complaint:

· Failure to provide a service

· Failure to achieve standards or quality of service

· Dissatisfaction with policy or practice

· Unhelpful staff

· Failure to fulfil responsibilities

· Wrong information being given

How to complain?
Informal
It is possible to resolve many complaints without the need to put them in writing or use the formal procedure.  If you want to try and resolve your complaint informally, you should contact the Project Manager, who will be happy to discuss it with you and try find a solution.  Full contact details on the next page.
Formal
Stage 1:
If you want to use the formal complaints procedure, you will need to put your complaint in writing to the Project Manager who will try to respond within 10 working days.  They will let you know if their investigation is going to take any longer than this.

Stage 2:
If you are unhappy with the Project Manager’s decision, you should write to the Chief Executive.  The Chief Executive will review the complaint.

Stage 3:
If the matter is still unresolved, you may invoke a meeting of the Appeals Committee.  The Organisation will appoint a panel of at least 3 people who are not related or otherwise involved with either party to hear the facts.  A formal hearing by a Panel will normally only take place after all other procedures have been followed without resolving the issue satisfactorily.

Full contact details are as follows:
STAGE ONE

· Finance / Administration
Manager: 


Ruth Moody 
Email: 


ruth.moody@ljwb.co.uk 
· Fundraising: Manager Meirav Sasson. Email:                       meirav.sasson@ljwb.co.uk
· HR / Health and Safety : 
Manager: 


Rachel Matthews  
Email: 


rachel.matthews@ljwb.co.uk
· Manny Cussins Family Project:
Social Worker: 

Karen Ross 
Email: 


karen.ross@ljwb.co.uk 

Community Service: 
Manager: 


Shelly Jessop .
Email: 


shelly.jessop@ljwb.co.uk 
· Older People's Services: 
Manager: 


Pauline Rowland 
Email: 


pauline.rowland@ljwb.co.uk 
· Neshama: 
Manager: 


Janine Field 
Email: 


janine.field@ljwb.co.uk 

· Rainbow: 
Manager: 


Pam Wisnia  
Email: 


pam.wisnia@ljwb.co.uk 

· Moorcare: 
Manager: 


Allison Wilcock 
Email: 


alison.wilcock@ljwb.co.uk 

· The Marjorie & Arnold Ziff Community Centre: 
(Including events hire and catering):
Manager:  


David Israel. 
Email: 


david.israel@ljwb.co.uk
· PR/Marketing: 
Marketing Executive: 
Tracy Bickler  
Email: 


tracy.bickler@ljwb.co.uk 
STAGE TWO

· Chief Executive:

Rebecca Weinberg
 
 


311 Stonegate Road
 

                      LS17 6AZ
Email:


rebecca.weinberg@ljwb.co.uk
STAGE THREE

· Chair of Trustees:

Edward Ziff
 



c/o 311 Stonegate Road
 

                      Leeds
 



LS17 6AZ
Please note that Trustees take their duties very seriously, and are bound by the good practice that requires them to refer any personal approaches made to them through the proper channels.  They will not deal with personal approaches made outside the formal process.  If such approaches are made, it is mandatory that the Trustee reports the outside contact if a matter is in process. 

The signposting of stakeholders to the correct procedures and LJWB/LJCS contacts does NOT indicate a lack of care or empathy on the part of the Trustee.  It is an objective procedure that assures all stakeholders of consistency, equity and integrity.
A full copy of the policy relating to Trustee Engagement can be found on the website and is available on request.

