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1 Feedback, including complaints: the Commission’s role




Purpose and scope

This policy and guidance document sets out the role of the Jersey Care Commission
(‘the Commission’) when Islanders want to give feedback on Jersey’s health or social

care provision.

This policy and guidance applies to all services which are listed as Regulated Activity

by the Regulation of Care (Standards and Requirements) (Jersey) Regulations.

The Commission recognises that it can be difficult for individuals to share feedback,
raise concerns or complain about health or social care services that they, or a family

member or other loved one, has received or are currently receiving.

The Commission’s role is to oversee and regulate health and social care services. It
is not the organisation that handles complaints. Every regulated service must have
its own clear and easy to use complaints process, and they are responsible for

supporting you through that process.

This policy and guidance document seeks to make clear the most effective way for
individuals to share feedback, including concerns and complaints. The Commission

also provides an Easy Read and in addition a children’s version of this policy, both

are available via our website.

It also sets out how the Commission fulfils its responsibility to ensure that complaints

about registered services are properly managed and responded to.
This document covers what to do if:

- You have general feedback on services that you would like the Commission

to be aware of
- You want to make a complaint about a health or social care service
- You want to make a complaint about a relevant professional.

If your feedback or complaint is about the work of the Commission, this is covered

under a separate policy: link

A ‘decision tree’ might help you conclude whether this policy and guidance document

is relevant to your circumstances.
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https://carecommission.je/wp-content/uploads/2025/10/PCY_5253-Complaints-Leaflet-Easy-Read-_v3_20251013.pdf
https://carecommission.je/wp-content/uploads/2025/04/JCC-Complaints-Leaflet.pdf

We have a ‘general feedback’ form which you can complete
Do you want to tell to tell us what has gone well or badly in your experience of
us about your overall If::;Sack THANK YOU health and care services for yourself or others. The form is
experience of a care to share. linked here or please call 01534 445801 for a paper copy.
service in Jersey?

The form sets out how we manage and use your feedback.

Please await the outcome and consider
completing the ‘general feedback’ form.
. Have you already made
Uz i @i a complaint through the Itis still being If you remain unhappy at the end of the
:;n;ﬁ:;im_ :Z?\dlitzgrarerovi _ care service provider's processed. proccess, please refer to our Policy and
in Jersey?p Compliant process? Guidance Document for any next steps.

That process
is complete.

Is the complaint about the

Jersey Care Commission?
The Jersey Care Commission can
investigate complaints about care providers
but only in very specific circumstances.

Registered health and care Please refer to the Policy and Guidance
We suggest you contact us at services are required to provide linked here or call 01534 445801 for a
enquiries@carecommission.je you witha copy of their Ppaper copy.
or call 01534 445801 so we Compliants process. In the first . ] B
can help you further. instance this is the process you This will explz_un the specific circumstances
should use. and your options.

Please use this link to view
our Complaints Policy or call
us on 01534 445801 fora
paper copy.

Jersey Care
e COmmission
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2.0 Overview

Established under the provisions of the Regulation of Care (Jersey) Law 2014 (‘the
Law’), the Jersey Care Commission (‘the Commission’) is the regulator of health and
social care services in Jersey. We regulate and inspect services for adults and
children, including care homes, home care, adult day services and children’s social
care, providing independent assurance, promoting best practice and helping achieve

better outcomes.

From 2026 the Commission’s remit includes inspection of Jersey’s hospital,

ambulance and adult mental health services.

The full list of services and activities that the Commission regulates, together
referred to as registered services, can be found on the Commission’s website [\WWho

we work with | Jersey Care Commission].

The principal responsibility for enabling, managing and responding to feedback from
service users, including complaints, rests with the provider of the service. All
providers of registered health and social care must have an effective complaints
process in place. You should ask for a copy of their complaints leaflet. This will tell

you how the service deals with complaints, the process, timescales and contacts.

The Commission would expect the health or social care provider to treat your

complaint seriously and to work hard to resolve matters reasonably.
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https://carecommission.je/who-we-work-with/
https://carecommission.je/who-we-work-with/

3.0 How the Commission manages general feedback on services

The Commission welcomes information from those using health and care services
about what has gone well and what could also be improved. This helps inspectors to

understand how registered services are performing.

There is a form for you to complete if you would like to provide general feedback. It
is accessible from the Commission’s website (link) or please call us to request a
paper copy. Any information shared with the Commission is treated in the strictest

confidence.

It is important to emphasise that the process of collecting general feedback is not

designed to manage urgent concerns or specific complaints.

If information sent as part of general feedback is about an area which is outside the
remit of the Commission, or which would be better dealt with by a different agency,

the Commission will advise you accordingly.

In cases relating to child protection, adult safeguarding, or allegations of criminal
behaviour, the Commission will take appropriate action, irrespective of matters
relating to consent. This may include referral to other agencies such as the police or

the Safeguarding Team.

4.0 How to complain about a service, and the Commission’s role

You have a right to make a complaint if you are unhappy about a health or care
service. This might be a service you have received yourself, but you can also raise a

complaint on behalf of a relative or friend.

The Regulation of Care (Standards and Requirements) (Amendment) (Jersey)
Regulations 2022 linked here requires that all regulated services have adequate
procedures for appropriately identifying, receiving, handling and responding to
complaints and comments. These procedures must include keeping adequate

records about the nature of any complaint, the investigation and the outcome.
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https://www.jerseylaw.je/laws/enacted/Pages/RO-056-2022.aspx

The service provider should ensure that information about how to make a complaint
is available in various accessible formats, including languages other than English. It
should include guidance for a complainant who is dissatisfied with the outcome of an

investigation as to further options.

When the Commission inspects health and care service provision, the quality,
availability and operation of the service’s complaints procedure are included in the

standards we check against.

Anyone who wants to make a complaint about a service should do this by way
of the care provider’s processes and procedures. Care providers are required to
ensure their complaints process is well communicated and accessible to anyone
using the service. It should be displayed in a communal area within a residential

setting or day service and available on the provider’'s website.

If you are finding it difficult to locate or understand the process you should use, and
the health or social care service provider has not been helpful, then please contact

the Commission by phone, email or letter and we will be happy to help.

For ease, the Government of Jersey’s Customer Feedback Policy and associated
complaints procedure, which covers all health and care services provided by

Government, is linked here: Customer feedback policy.

If the Commission deems it appropriate, it may offer support or advice to those
wishing to complain about a service provider. In such cases, the Commission's role
will be neutral and limited to ensuring that complainants are supported in providing

appropriate information to ensure their complaint is fully considered.

The service provider must inform the complainant of the outcome of any complaint
investigation and, where appropriate, actions recommended or taken to remedy the

complaint. This information must also be available to the Commission on request.

If, having followed the full extent of the health or social care provider's complaints
process, the person that logged the complaint or concern feels the response is
unsatisfactory, then in certain very specific circumstances the Commission might

be able to get involved.
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https://www.gov.je/Government/Comments/pages/customerfeedbackpolicy.aspx

The legal terminology is set out in Appendix 1 but, essentially, if the complaints

process of the health or social care provider does not include any of:
- aright of appeal to, reference to or review before a tribunal, or
- aright of appeal to a Minister, or
- aremedy by way of proceedings in a court of law

the Commission can only consider undertaking a separate review or investigation

when these conditions are met.

All Government of Jersey services, are covered by the Customer Feedback Policy

which does include the right of appeal, including to a Minister.

Where a complainant has used a service provider's complaints process to its full
extent and is not satisfied with the conclusion, but the specific circumstances
enabling the Commission to investigate are not met, the Commission can only take a
role in ensuring that an adequate complaints investigation process has been

undertaken.

5.0 How to complain about a relevant professional, and the Commission’s role

To work in Jersey, most health and social care professionals need to be registered

with professional regulatory bodies such as the General Medical Council, Nursing

and Midwifery Council, Health and Care Professionals Council reqgister, Social Work

England or General Dental Council.

The Commission works with these regulatory bodies and shares information with
them to protect the public. These bodies have well established complaints
procedures in place. If you have concerns or complaints about registered health and
social care professionals, you should raise these directly with the professional's

employer or relevant national regulatory body.
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https://www.gmc-uk.org/concerns
https://www.nmc.org.uk/concerns-nurses-midwives
https://www.nmc.org.uk/concerns-nurses-midwives
https://www.hcpc-uk.org/concerns/
https://www.socialworkengland.org.uk/concerns/
https://www.socialworkengland.org.uk/concerns/
https://www.gdc-uk.org/raising-concerns

6.0 How the Commission will act when a complaint is received

The Commission has specific responsibilities and clear restrictions to how it must act

when receiving a complaint about a health or care service in Jersey.

The Commission takes all complaints seriously. If you submit a complaint directly to
us, we will consider the circumstances and contact you to advise you on the process

to be followed. For example:

- if you are seeking to raise a complaint about a regulated health or care

service, in most circumstances we will either:

o redirect you to the service provider for you to submit your complaint

through its processes, or

o ask you if you would like us to submit it on your behalf, under your

name

- where an issue is raised with the Commission, but you are clear that you do
not want to raise a complaint, we will consider whether the concern is
important for the service provider to investigate. We will contact you to

explain the conclusion we reach and why, and what the next steps look like

- where concerns are raised with the Commission about the professional
conduct of a person who holds a professional registration, in most cases we

will redirect you to their employer or relevant professional regulatory authority

- for complaints or concerns that have been raised relating to private clinics or
consultants operating outside the hospital, we will ask that you direct the

matter to the respective provider of care.
Public protection

The Commission has a duty and a responsibility to protect people from harm, abuse
and neglect. All complaints considered to have an aspect related to child protection
or adult safeguarding will be referred to the relevant social work agencies, the Jersey
Safeguarding Partnership Board and, where appropriate, the States of Jersey Police.
All complaints relating to a criminal matter will be referred directly to the police. The
Commission is obliged to share such information and report potential criminal activity

in the interests of public protection.
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Children and young people

Where a complaint is made by or on behalf of a child or young person, the
Commission strongly recommends the child or young person is supported by an
appropriate independent advocate. If the child or young person does not appear to
have appropriate support, we will consider whether it is appropriate to refer them to
the Children’s Commissioner or an independent advocacy service. To support
children and young people the Commission have a child friendly guide to the

complaints process. https://carecommission.je/wp-content/uploads/2025/04/JCC-

Complaints-Leaflet.pdf

Commission led investigations

If it is immediately clear that your complaint falls within the very specific criteria which
require the Commission to undertake an independent review and investigation (see
the details of the Law in Appendix 1), we will contact you to discuss this. The
Commission will usually consider complaints reported within six months of the issue
having arisen or being discovered. Where investigations will require the gathering of
historical information, the Commission will consider whether it is realistic that a
meaningful outcome can be achieved and whether the resources required to achieve

this would be reasonable; this will be agreed by the Commission Chairperson.
Working with others

The Commission has memoranda of understanding with other regulators and
professional bodies. If a matter is raised which relates to the regulatory or audit
functions of another body, the Commission may share information in line with its
obligations set out in the relevant memoranda of understanding. The Commission

will endeavour to inform you if this needs to happen.
Anonymity

As a complainant you are not required to provide your name or contact details.
However, if you wish to remain anonymous, it will not be possible for the
Commission to seek further information regarding your complaint or to inform you of

the appropriate next steps.
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https://carecommission.je/wp-content/uploads/2025/04/JCC-Complaints-Leaflet.pdf
https://carecommission.je/wp-content/uploads/2025/04/JCC-Complaints-Leaflet.pdf

The Commission may discuss an anonymous complaint with other agencies, to
determine if additional information is held elsewhere which may help verify the

complaint, or to assist in decisions about what action to take.
Wider use of information

The Commission will retain information about complaints to inform subsequent
inspections. Information relating to historical concerns can still be of value in
informing the inspections of regulated services. Therefore, the Commission may

decide to record any such information for future inspections.

7.0 How the Commission will undertake an independent investigation

Where all of the circumstances set out in Appendix 1 are satisfied — that is, the
Commission is permitted by Law, including that it is a worthwhile use of public
resources - we will arrange to undertake an independent inspection of a health or

social care service, or, potentially, of more than one service.

We will ensure that all relevant facts are obtained and considered thoroughly. Once
the investigation is complete, the complainant and the service provider will be
provided with a formal Complaint Investigation Report which is proportionate,
thorough and objective. This will detail the concerns relating to the complaint, the
action taken to investigate the complaint, the evidence sourced as part of the
investigation, and the outcome. It will also outline any recommendations relating to
areas of improvement, as well as any action the service provider must take to meet

the care Standards or comply with the Regulations.

The complainant and the service that is the subject of a Commission led complaints
investigation will have an opportunity to see the report in draft form and correct any
factual inaccuracies. The Commission reserves the right to redact aspects of a
report where there is, for example, a concern relating to confidentiality, data
protection or privacy.

The Commission will publish a report in almost all circumstances. Any information
that could lead to the identification of an individual will be redacted prior to
publication.
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The Commission will also ensure that the outcome includes a clear indication of

whether the complaint, or any part of it, is upheld, partially upheld, or not upheld.

Where a complaint is not upheld, this indicates that the Commission has not found
sufficient evidence to substantiate the complaint. It does not follow though that the

information provided by the complainant is inaccurate, invalid, or untrue.

If the complainant is dissatisfied with any aspect of the complaint investigation or the
outcome, they may write to the Chief Inspector expressing the reasons for their
dissatisfaction. Any correspondence to the Chief Inspector should usually be made
within 15 working days from the date the outcome of the investigation is notified to

the complainant.

The Chief Inspector may determine what further action should be taken regarding
any representation received from the complainant. They will notify the complainant
in writing within 15 working days of receipt of their letter. Any decision by the

Commission will be considered final.

8.0 Developing and managing this policy and guidance
Stakeholder Consultation

This updated policy and guidance has been developed by the Commission in
consultation and engagement with all members of staff, the Commission, and a

range of stakeholders.
Training and information

All Commission staff will receive appropriate training relating to this policy and

guidance. Staff will be kept informed of any changes to the policy.

In addition, stakeholders (such as care receivers, their relatives, or representatives)
will receive information in a range of formats which ensures that they are supported

to understand the process, ask any questions, or raise any concerns.
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Monitoring and evaluation

The Commission will monitor the effectiveness of this policy and guidance during
scheduled Board meetings. Evidence relating to effectiveness may include feedback
from regulation officers, regulated service providers and managers, service users,

families and members of the public.
Policy and guidance review

This policy will be reviewed bi-annually by the Commission or at any time in
response to any need for review borne out of regular inspections or feedback from

stakeholders.
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Appendix 1: Legislative requirements

Article 30 of the Regulation of Care (Jersey) Law 2014, as amended, states:
Complaints and further requirements as to inspections

(1) The Commission shall ensure that complaints concerning the carrying on of a
regulated activity are dealt with and, if appropriate, investigated, whether by
the Commission itself or by another person.

(2) The Commission shall decide and publish its procedures for dealing with and
investigating complaints.

(3) The States may by Regulations require that the Commission carries out
inspections of any regulated activity at such intervals, for such purposes, or

upon the occurrence of such events, as are specified in the Regulations.

Article 10 of the Law introduces amendments to Article 30 of the 2014 Law which
clarify the circumstances in which the Commission may investigate specific

complaints brought against regulated services. This will ensure that complaints
are first directed to the relevant service, unless it would be unreasonable to

expect a complainant to do so.

Article 10 states that the Commission must not investigate a complaint itself unless —

(a) either —

(i) the complainant has exhausted the internal complaints handling process of

the registered provider, or

(i) the Commission considers that in the circumstances it would not be
reasonable to expect the complainant to address the complaint to the

registered provider;
(b) the complainant does not have —
(i) a right of appeal to, reference to or review before a tribunal,
(i) a right of appeal to a Minister, or
(iii) a remedy by way of proceedings in a court of law; and

(c) the Commission considers that it is a reasonable and proportionate use of the
Commission’s resources.
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Appendix 2: Version Control

Date Description Author/Approver
March 2020 Policy ratified Chair
March 2021 Policy reviewed. No changes | Chair

made. Accompanying
complaints leaflet ratified.

March 2022 Escalation and Enforcement | Chair
Policy reviewed. Addition of
the need to signpost
complainants when
complaints received about
non-regulated activities.

July 2022 Policy reviewed and revised. | Chief Inspector

September 2022 Policy reviewed and revised | Chief Inspector
following discussion by
Commission Board.

September 2023 Policy reviewed and revised | Head Business and
Version 4.0 following discussion by Performance

Commission Board. September 2023 Board
April 2026 Policy reviewed, updated Chief Inspector

and revised to incorporate
the Commission's role in
regulating hospital,
ambulance and mental
health services.
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