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Professional Conduct Procedure

The Staff Advice & Liaison Service of West Midlands Ambulance Service promote the Trusts Visions and Values.
SALS will promote the values of dignity in the workplace, equity of treatment regardless of background or status, confidentiality, and best practice in all endeavours.
For this reason, SALS and WMAS is concerned that if anyone accessing the SALS service is not satisfied with a team member, or their actions, they can raise a complaint and seek resolution.
It is the policy of WMAS that complaints from users of SALS will be dealt with quickly as possible, with due regard to the respect and dignity of the complainant.  Furthermore, whilst ensuring that they are dealt with thoroughly and honestly.  The SALS Service would wish to learn from any complaints in order to improve the service we offer.
Grievances
In most cases it may be able to resolve any disagreements or misunderstandings with a discussion with the Mental Wellbeing Practitioner and the coordinator and or the advisor involved.  
If despite these efforts, there is no satisfactory outcome or the individual feels unable to approach the team member against whom the grievance is held, then it is possible to move to the next stage of mediation.
Mediation
Mediation can be arranged between the complainant and the SALS team advisor.  This will allow both sides to report on what they believe to have been the situation that gave rise to the grievance and to determine if there are grounds for complaint.  The aim is to achieve reconciliation without recourse to formal complaints procedures.
For concerns about SALS Peer Support Advisors please contact the Lead Coordinator, Elaine Weaver by email. If the concern is about the Lead Coordinator, please refer to Sarah Greswolde, Mental Wellbeing Practitioner by email please.
If mediation is unable to address the complainants’ issues, then there may be no alternative but to recourse to Trust formal complaints procedures.
Formal Complaint
The purpose of the Complaints Policy and Procedure is not to apportion blame.  It is to investigate complaints with the aim of satisfying complainants whilst being scrupulously fair to staff and to learn any lessons for the improvement of SALS in the future.
A formal complaint should be made in writing within six months of the incident to the HR Director at Millenium Point.
Below is a list of details that may help you in formulating your complaint.
· Name of the SALS Advisor against whom the complaint is lodged.
· Give details of how you have tried to resolve the matter previously.
· Provide exact details of events that are the subject matter of the complaint, including times, dates, places, supported by as much evidence as possible.
· Witness statements could provide evidence of the occurrence of events.
· Evidence in the form of documents, emails etc.
· Where evidence is supplied it should be attached to the complaint as appendices and clearly referenced in the body of the complaint.
· As a copy of the complaint is likely to be seen by the advisor complained against, please be aware of what contact details are included in the complaint submission.  If you do not want address and telephone number to be known by the advisor, please exclude it from your submission.
· The complaint should be signed.
The complaint once received will be acknowledged and dealt with according to WMAS procedures. 
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