COMPLAINTS POLICY AND PROCEDURE
POLICY
It is important that if someone makes a complaint against the charity in general or a specific person, we treat it seriously and quickly. The Board of Trustees (BOT) is responsible and accountable for ensuring the procedures are followed. It may nominate one Trustee to be the focal point for delivering the necessary processes and responses.
Annually we should review all complaints made so that we can assess if we have made the correct changes to our processes. 
The way members of the public make a formal complaint should be highlighted on our website and other public documents, such as hiring agreements. This will highlight who to write to and the expected timescales for an initial response. There cannot be a fixed time for resolution as the complaint may have to be passed on to other bodies, e.g. a safeguarding complaint or criminal complaint. 
All documented complaints will be stored electronically for a minimum of 3 years in a secure area for access by the Trustees so that they can be referenced to help answer future complaints and to help identify any learning points. Some complaints may require a longer retention time, e.g. safeguarding complaints, in that case a retention timescale will be noted on the file.


PROCEDURES
Complaints can be made formally or arise from an informal discussion that a Trustee or employee has with a member of the public. 
Complaints can be because of
· Something we have done or omitted or a decision we have made
· The standard of service we provide
· It may just be feedback that doesn’t require a formal investigation but could trigger a review of our process.
It doesn’t include dissatisfaction with a decision which has a right of appeal at a tribunal or court of law (e.g. if we refer a matter to the police)
Informal complaint
An informal complaint from a discussion with a member of the public does not mean that an informal approach to tackling the complaint is required. If a trustee or employee deals with the complaint themselves it should still be recorded with the detail of what the outcome was and how it was achieved should be sent to the person who has overall responsibility. This is to ensure that no further action is required and also that lessons can be learnt for the future. 


Formal complaint
Formal complaints will arise when a member of the public writes to the charity. The documented route is to write to the Chairman, or a deputy nominated by the Chairman, but the complainant may choose for some reason to contact other trustees or employees. This can be by
· Telephone
· Writing 
· email
In all cases the complaint should be passed to the Chairman or his designated deputy, unless of course the complaint is about that Person, then a fellow Trustee will be appointed to resolve the issue. 
We should endeavour to acknowledge the complaint within 3 days and then resolve the issue (if we can) within 28 days. If the issue has to be referred, e.g. a criminal issue, then we should inform the complainant of that fact and that the timescales may vary.
The response should be signed off by the BOT before being sent to the complainant as the ultimate responsibility for the running of the charity rests with the BOT. All UK GDPR will be followed in disclosing of information and therefore some redaction may take place. 
If we can’t resolve the complaint or it will take longer than the normal timescales, we must inform the complainant of that situation and any alternate paths to resolution they may have e.g. complain to the Charity Commission.
The final written response should include the following
· a reminder of the issues investigated and the outcome sought
· an explanation of how we investigated the complaint
· the relevant evidence we considered
· what the outcome is
· an explanation of whether or not something went wrong that sets out what happened compared to what should have happened, with reference to relevant legislation, standards, policies, procedures and guidance
· if something went wrong, an explanation of the impact it had
· an explanation of how that impact will be remedied for the individual
· a meaningful apology for any failings
· an explanation of any wider learning we have acted on/will act on to improve our service for other users
· an explanation of how we will keep the complainant involved and updated on how we are taking forward all systemic learning or improvements relevant to their complaint
· confirmation that we have reached the end of our complaint procedure
· details of how to escalate the complaint to the next stage if the person is not satisfied with our final response
· if available, a reminder of where to obtain any independent help, advice, support or advocacy.


