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SAMPLE
COMPLAINTS PROCEDURE

To use this policy, please read through it, change all references for “Kent Coast Volunteering” or “KCV” to your own organisation, and delete this page.
In particular, please review the following sections:
· 2.0 What qualifies as a complaint: the first paragraph may differ depending on your own services/operations.
· 3.0 Complaints procedure: mention of trustees or paid staff should be changed according to your own infrastructure.
· Contact details in sections 4.0 and 5.0
· This may be the same person in your organisation, but having two different people can reassure a complainant that their concerns will be heard (for example, if they previous history with one of the individuals).







Kent Coast Volunteering
Complaints Procedure

1.0 STATEMENT OF POLICY
Kent Coast Volunteering (KCV) recognises that complaints can be an opportunity to learn and improve for the future, as well as a chance to put things right for the person or organisation that has made the complaint.
We are committed to treating any complaint seriously, fairly, timely, and in a confidential manner.
1.1 Aims
· To provide a fair complaints procedure which is clear and easy to use for anyone wishing to make a complaint.
· To publicise the existence of our complaints procedure so that people know how to contact us to make a complaint.
· To ensure everyone knows what to do if a complaint is received.
· To ensure all complaints are investigated fairly and in a timely way.
· To ensure that complaints are, wherever possible, resolved, and that relationships are repaired.
· To ensure complaints seriously. No one should be harassed, bullied, or put at a disadvantage because of making a complaint.
· To gather information which helps us to improve what we do.
The complaints procedure is communicated to staff and volunteers during induction and through the Safeguarding Policy.
2.0 What qualifies as a complaint?
Complaints may come from anyone who is dissatisfied with the services KCV provide or the individuals who represent our charity.
A complaint can be received verbally, by phone, by email, or in writing.
If the complaint is not dealt with, or the subject is regarding a person’s rights, or existing policies that have allegedly been violated, then the Grievance Procedures supersedes this policy – only for paid staff, trustees, and volunteers.
3.0 Complaints Procedure
If you have a complaint it is often best to start by having a conversation with a KCV trustee or staff member, as they may be able to help resolve your problem.
If unable to resolve the complaint informally, you will be invited to put your complaint in writing so that it can be investigated further. The address for which is at the bottom of this policy.
All complaints received should be recorded in writing. Where the complaint is not written by the complainant, the person receiving the complaint should write down exactly what is said and ask the complainant to read it over and confirm its validity by signing their name on the document.
The complaint should contain:
· The facts of the complaint, including:
· The date, time, and location of any and all concerning activities.
· The reason for the complaint.
· The name and details of anyone else involved.
· The complainant's name and contact details including email address, home address, and telephone number.
· What action the complainant thinks should be taken to encourage a resolution.
· The relationship the complainant has to KCV.
The complaint should then be sent to KCV (as per the contact details at the end of this document). Whilst KCV will accept anonymous complaints it is often very difficult to investigate these properly. It is easier to handle your complaint if you provide as much detail as possible.
After receiving the full complaint the complainant will be told that we have a complaints procedure we will now follow, and how long it is likely to take.
3.1 Investigating the complaint
KCV will give an initial response to your complaint within five working days. If the matter is urgent, we will endeavour to respond more quickly.
At all times during this investigation, the actions taken, and the information received, will be recorded in writing. We will ensure that those undertaking the investigation are not directly involved with your complaint.
You will be kept informed about the progress of your complaint every two weeks after our initial response.
KCV will investigate your complaint fairly. This means that we will discuss the complaint with all the relevant people. We will try to gather any information that may be relevant to handling your complaint, and treat all information we receive objectively.
Sometimes we will ask to show copies of information from the investigation to other people, to allow them to respond.  This is because we believe in fairness and openness. We will not share information if we think that this will endanger someone’s safety or welfare.
If there are delays in handling your complaint for any reason, we will keep you informed.
If your complaint leads to formal disciplinary action against someone, we will usually inform you of the outcome.
3.2 Resolving the complaint
In many cases, we can resolve problems informally. This might include:
· An explanation or apology.
· An agreement to communicate or act differently in the future.
If an informal resolution is not suitable, then a formal process will begin. The Board of Trustees will look at the information about the case, then one of the following actions may take place:
· Formal disciplinary action against a trustee, member of staff, or volunteer.
· Changes in formal contracts or arrangements put in place by KCV.
· A decision to refer the case to another organisation such as the Police or Social Services.
· Closure of your complaint without action.
4.0 Complaints outside of this procedure
If you have a matter which you do not wish to take through this Complaints Procedure because:
· You need urgent advice about someone’s safety or welfare.
· Your complaint is very serious.
· Your complaint involves other organisations.
· You need specialist advice.
We would ask that you make contact directly with our Safeguarding Officer, [name], at: [email address/phone number]
5.0 Direct written complaints or queries
If you wish to make a direct written complaint, or have a general query about this complaints policy, please contact:
[Name]
[Email]
[Postal Address]
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