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Not happy with something at WWDAS? 
 

1. Sometimes, things go wrong 

WWDAS is always keen to hear from those who use or might want to use our services – we want to hear 
what we do right, but also what we may sometimes do wrong. We understand that things may go wrong and 
are keen to know when this happens so we can put things right and learn from our mistakes. That way, we 
can try to put things right for you and get it right next time. 

2. Our commitment 

WWDAS is committed to delivering high quality services to survivors of domestic abuse and our wider 
community members. We aim to be open and honest about our actions and provide information to you 
quickly and clearly, and to take responsibility for any shortcomings, and to do this in a trauma-aware 
manner 

3. Let us know 

If you have a concern or an issue with some aspect of our service, you can raise it with whoever you like at 
WWDAS. If your issue is something relatively simple and straightforward, they will try to resolve it for you 
quickly, ideally within one week. If it’s a bit more complex, we will use our formal Complaints Procedure to 
investigate – see below. 

You can raise an issue with any member of our staff or a volunteer in person; by phone; by email; in writing 
by post, or by e-mailing info@westwalesdas.org.uk. 

If you are not a current WWDAS service user, although we will aim to resolve your query quickly, it may 
take longer while we prioritise those currently needing our support. 

What can I raise? 

You can talk to us about anything to do with our services or the organisation that you are concerned about 
or dissatisfied with, including things that happened in the past. It might be anything from a small niggle to a 
serious issue, concerning any aspect of what we do, and it may concern any member of staff, volunteer or 
WWDAS Trustee, or no-one in particular. 

Examples could be: 
 

• A decision we made that you don’t agree with 
• The quality of service you received 
• The type of service that you were offered or was provided with 
• How you were treated by our staff 
• How we communicated with you 
• Information we gave you 
• How we made a decision 
• Issues with being able to access the service 
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4. What if it’s a bit more complicated? 

Sometimes, an issue is a bit more complex and might take a bit more time to investigate. If we think this is 
the case we will advise you of your options, and also you yourself may want your issue to be dealt with 
formally under our Complaints Procedure as set out below. If this is the case simply let us know and we 
will get this started as quickly as possible. 

When this is necessary, we will make sure you know that we are working under this procedure and what to 
expect. Sometimes we know we need to do this straight away, but other times something may appear 
straightforward to begin with then turns out to need more information to resolve. 

 
 
Once we know about your complaint, we will: 

 
• Take your complaint seriously 
• Let you know within 1 working week 

o that we are investigating under our Complaints Policy and Procedure 
o who is handling your complaint 
o how to contact them 
o what happens next. 

• Send you a copy of this leaflet and a summary of what we are investigating 
• Ask you for further information if we think this could be helpful, but you don’t have to do this if you 

don’t want to 
• Investigate your complaint thoroughly and objectively 
• Do our best to deal with it quickly, politely, considerately and, where appropriate, informally (for 

example by phone) 
• Aim to let you know the results of our investigation within 4 weeks 
• Keep you informed if there is any delay 
• Apologise when we have got things wrong 
• Explain our position or any action we take 
• Give explanations which are clear and easy to understand 
• Tell you how to take your complaint further if you wish to do so 

 
Sometimes, you might not want to make a formal complaint, but it is not possible for us to resolve your 
concern without looking into it a bit more. In this case, we would look into it following the same guidelines 
as the complaint’s procedure, as this ensures that it is done properly. We would check out with you 
whether you wanted to be informed about the outcomes of this, or no. 

After the matter has been settled, we may ask you how we can avoid similar problems in the future. 
 

5. The WWDAS procedure has three steps: 
 

1. Acknowledgement – We will receive details of your complaint from you and advise of next steps. We 
hope to resolve your complaint as soon as we hear it. For those needing further investigation under 
our Complaints Procedure, we will acknowledge the complaint in writing or agreed alternative 
means within one week of the complaint being received. The acknowledgement will say who is 
dealing with the complaint and when you can expect a response to your complaint. 
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2. Investigation- The investigator will speak to all relevant people and record their case notes and any 
other relevant information. 

 
3. Resolution – You will receive a response letter within four weeks of the investigation starting. If this 

is not possible because for example, an investigation has not been fully completed, a progress 
report will be sent with an indication of when a full reply will be given. 

 

6. It has one informal stage and 3 formal ones: 
 

Informal Stage What Happens When 
 
Informal raising of 
issues and concerns 

These are usually dealt with by 
the person you raised it with, but 
sometimes it is better it is looked 
into by someone else, for example 
if they know more about the 
situation. 

You can raise an issue, 
concern, complaint etc about 
anything at any time. 

 
Where possible we will let you 
know what has been done about 
your issue within one week. 

 
Formal Complaint Investigation Procedures 

Formal Stage One: 
 
Investigation by the 
Manager of the 
team concerned (or 
someone the 
Manager asks to do 
this) 

If it hasn’t been possible to sort 
out your issue within the first 
week, or if it’s a more complicated 
issue, the Manager of the service 
will undertake a full investigation 
following the guidelines in this 
document. 

You can raise a formal concern 
or complaint about anything at 
any time. 

 
We will respond to you within 
four weeks of your request to go 
to this stage 

 
If you are not happy with the outcome of Stage One you can request for your complaint to 
go to: 

Formal Stage Two: 
 
Investigation by the 
CEO or someone 
she asks to do this 

If, once you have received the 
report from the Manager 
investigating at Stage One, you 
are not happy with the outcome or 
feel we haven’t investigated 
properly, you can ask for your 
complaint to go to Stage Two. 
The CEO (or another manager 
who she gives the task to), will 
look into your complaint, and how 
it has been handled at previous 
stages 

 
You must request that your 
complaint goes to Stage Two 
within 3 months of receiving the 
report from Stage One. 

 
We will respond to you within 
four weeks of your request to go 
to this stage 

   

If you are not happy with the outcome of Stage Two you can request for your complaint to 
go to: 

   
Formal Stage 
Three: Review by a 
Trustee 

If after you have received the 
Stage Two report, you are not 
happy with the outcome you can 
ask for your complaint to be 

You must request that your 
complaint goes to this Stage 
within 3 months of receiving the 
report from Stage Two. 
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 looked into by a Trustee. This is 
one of the volunteer Trustees 
members responsible for the 
overall good running of the 
organisation. 

 
We will respond to you within 
four weeks of your request to go 
to this stage 

 
 
Stage Three is the last and final stage of the WWDAS Complaints Process. 

 
If you are not happy after all the formal stages, you can contact the Charity Commission, or a linked 
organisation such as Welsh Women’s Aid Federation, Fundraising Standards, Housing Ombudsman, 
Advertising Standards or other appropriate independent Ombudsman. This would be a separate complaints 
process outside of the WWDAS process and you would be following their procedures. 

 
 

7. Are there any exceptions to them? 

Where a complaint concerns things that happened in the past, we reserve the right not to investigate if, for 
example, records or the people concerned are no longer available due to how much time has passed. 

We also reserve the right to not investigate a complaint (or to stop investigating it) if we think it is part of a 
pattern of engagement that is damaging for service users and/or staff. 

 
 

8. Confidentiality 

All information you provide to us will be handled sensitively, we only tell those who need to know, 
recognising our ‘duty of care’ to staff/service users, and ensuring that we meet all data protection 
requirements. 

If we think you or someone else might be in danger, we may need to share information to keep you or that 
person safe. 

Your complaint will be looked after by a manager to make sure that this procedure is followed. General 
themes emerging from complaints will be reviewed by the Board of Trustees to ensure that 
recommendations from investigations are actioned. 

9. Records 

We will keep written records of the complaint, the investigation and the outcome. These will only be 
accessible to the Investigator and Managers. 

For more information on how we store information and our commitment to confidentiality and keeping you 
safe please see our Data Protection and Confidentiality Policies. 

10. Questions 

Call 01970 622 225 and ask to speak to the Operations Manager or Email info@westwalesdas.org.uk or 
speak to the WWDAS worker that you have contact with 

mailto:info@westwalesdas.org.uk%20
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