
 
 
 
 

SIS COMPLAINTS AUDIT – update 2015-16 
 
SIS has LEARNING as one of our core values.  We therefore, have an organisational culture in 
which complaints are encouraged and welcomed. 
 
A complaint is defined by SIS as “an expression of dissatisfaction made either verbally or in 
writing, whether justified or not, about the services that SIS provides”. 
 
An effective complaints procedure ensures that SIS has an opportunity to put things right for an 
individual who has received a poor service, and so that SIS can learn from its mistakes and 
improve the accessibility, delivery and the quality of services provided. 
 
All complaints are fully investigated by the Quality Assurance Manager to ensure that all factors 
are considered.  The results of the investigation are reported back to the complainant (usually 
in writing) with any necessary explanations and information about action taken to improve 
practices.   
 
In many cases the investigation concludes that a complaint is unfounded.   If a complaint is not 
upheld it is most often the result of a lack of knowledge on the part of the complainant; 
customers are sometimes unclear about CI role boundaries and/or SIS policies and procedures 
which can lead to unrealistic expectations and/or misunderstandings.   The complaints process 
enables SIS to provide information, advice and clarification.  
 

 
There were 15259 Community Interpreting sessions in the year 2015-2016.   
The percentage of sessions generating an upheld complaint is 0.002%, this is consistent with 
previous years although it shows a small improvement. 
 



 
 
Service Providers continue to provide constructive feedback on a regular basis.   
 
It is gratifying that Service Users are also feeling empowered to express any dis-satisfaction 
they have with the service.  This enables us to improve on the services they receive whilst also 
having direct contact between SIS and the Service Users. 
 
83% of complaints were upheld.  This is much higher than in previous years.  As most 
unfounded complaints have been the results of misunderstandings (see introduction), this 
increase in upheld complaints may indicate that customers are better informed about SIS 
services and have more realistic expectations of the Community Interpreter role.  
 

 
 



 
 
Breach of Confidence 
Service User hadn’t given explicit consent to investigate a complaint but the team had assumed 
“tacit”consent to investigate after discussion with Service User.  SIS wrote to Service User to 
explain and apologise for our mistake.  The team have a better understanding of getting 
confirmed consent. 
 
CI Interpreting Practice and Role Boundaries  
These headings include issues such as CIs not interpreting everything said, offering advice to 
service users or voicing personal opinion (all of which compromise impartiality), inadequate 
intervention or lack of information provided to service providers about additional verbal 
exchanges between service user and CI.  CI are given additional support to improve their 
practice and get a better understanding of their role.  
 
CI Punctuality 
If a CI has not arrived on time, the Service Provider often calls SIS to find out what has 
happened.  We record these incidents and follow up with CIs to remind them of SIS procedures; 
CI should call SIS, as soon as possible, if they anticipate being late so that the SP can be 
informed, anxiety reduced and any impact of late arrival negated.  If SIS continues to observe a 
pattern of poor punctuality even after reminders then SIS would have to take further steps 
which would eventually result in SIS ceasing to offer work to the interpreter.  
 
Unmet need 
Three of these complaints were due to CIs not attending when SIS had thought they were 
booked.  They have all been offered support regarding organisation of time.  SIS has reminded 
all interpreters of their commitments and shared best practice in end of year Sessional 
Workers’ Newsflash. 
 
SIS closely monitors reasons for unmet needs so that we are able to do targeted recruitment in 
challenging languages.  
 



Service Provider complained about a lack of consistency regards interpreting provision for 
Bengali speaker.  SIS offered an apology and explanation that during Ramadan the pool of 11 
Bengali CIs have limited availability – this issue wouldn’t be solved by additional recruitment. 
 
Service User complained there had been a few sessions when no interpreter had attended.  SIS 
apologised and explained how and why things have sometimes gone wrong and gave 
information about the role of the hospital in liaising with Service User and ensuring an 
interpreter is booked.   
 
  
Community Interpreting Quality Control and Support 
 
Community Interpreting sessions are carried out by a pool of 160 freelance Community 
Interpreters (CIs).  All CIs working for SIS have been through a rigorous recruitment and 
induction and 90% of sessions are completed by accredited/qualified CIs.   
 
However, the nature of the work requires CIs to work autonomously with no formal 
supervision.   Feedback (including complaints) is an invaluable tool for Continuous Professional 
Development  providing  opportunities to offer support to CIs to improve their practice and 
ensure they have full understanding of their role and SIS’s expectations.  In the 2015-16 period, 
as a result of complaints management 

 20 CIs had telephone support  

 18 CIs were written to with reminders, advice and recommendations for development 

 2 CIs met with the Quality Assurance Manager and/or Service Manager to consolidate 
verbal and written support 

 0 CIs attended a re-induction to SIS following complaints management 

 0 CIs withdrew from SIS services as a result of complaints management  
 

 
Positive feedback about complaints management 
 
Chinese speaking Sessional Worker 
Thank you so much for the feedback. It is good for me to know what I did wrong. I will keep this in mind and make 
a good practice.  05/15 
 
Spanish speaking Sessional Worker 
Thank you Vikki for sending me copy of the letter. I would like to say that I will follow your advice and do 
everything to prevent this kind of situation in the future.   07/15 
 
Bulgarian speaking Sessional Worker 
Dear Vikki, Thank you very much for your email.  I appreciate very much the way SIS has handled this issue and I 
hope it will be positive way forward for all parties after this exchange of views. 09/15 
 
Spanish speaking Sessional Worker 
Dear Vikki, I just wanted to write to you concerning your recent email about session XXXXX.  
First of all I would like to thank you very much for your understanding….. I would like to be able to discuss any 
possible implications, and how to recover and continue this positive and mutually trusting long standing working 
relationship.  09/15 
 
Farsi speaking Service User 
Thanks for the email and for the improvement plan you explained , I really appreciate that you try to improve the 



quality of your service which is in our benefit as well. 11/15 
 

Arabic Speaking Service User 
I would like to take this opportunity to thank you for all your help and effort in taking into consideration all the 
points we discussed together. Many thanks for your significant letter and your purposeful comments. We are very 
grateful. 03/16 
 
Doctor @ East Brighton Community Mental Health Team 
Thank you for that feedback, it’s reassuring to hear that you take the quality control of interpretation very 
seriously. I don’t have any further worries.  06/15 
 
Independent Domestic Violence Advisor 
Many thanks for your full update and response….. we can learn from this…..many thanks for your support with this 
complicated matter. 07/15 
 
Fairness Commission  
Many thanks for getting back to me on this and for dealing with it.  I’m not sure that there’s anything more you can 
do. I’m really impressed that you’ve taken it up and dealt with it all.  01/16 
 

 
SIS is also able to use specific incidents which generated complaints as a resource for our 
internal training.  They can form the basis of role plays, action learning or discussions about 
best practice and how to deal with difficult situations.  
 


