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Complaints Policy and Procedure

Prepared by: Business manager / Compliance manager 

Date Last Reviewed:  June 2021

Next Review Date: June 2024


About this Policy

Purpose
You have a right to expect the very highest standards from Thomas Pocklington Trust (TPT). If we don’t meet those standards, and you are not satisfied with any part of our services, policies or conduct, we want you to tell us. It is our policy to welcome feedback, including complaints, and we look upon this information as an opportunity to learn, adapt, improve and provide better services. 
If anyone wishing to access our services wants to register a concern or make a complaint, we believe they should find it easy to do so. This policy is intended to ensure that all complaints and concerns raised by customers, their relatives, representatives and/or members of the public are dealt with properly and taken seriously.
We recognise that some people are reluctant to describe their views or experience as a complaint and for this reason we have included concerns as part of this policy.  
TPT supports the principle that most concerns and complaints, if dealt with early, openly and honestly, can be resolved at a local level between the complainant and us. This policy sets out the actions and principles we will follow to resolve concerns and complaints within the organisation. The policy provides information about other sources of advice and support for people who wish to make a complaint or remain dissatisfied with our response. 
TPT will always respect the right of the complainant to obtain advice or take the complaint to the next stage if necessary.

[bookmark: _Toc311553032][bookmark: _Toc311617987]Scope
[bookmark: dcam_2D1337541][bookmark: dcam_2D1337542][bookmark: stylerid1_2E6_2E1]This policy is intended to address concerns and complaints regarding the services we provide. It does not address allegations or suspicions of abuse which will be dealt with under our Safeguarding Policies and Procedures. 
If staff have a complaint it should be addressed through the grievance process.

Definitions 
Concerns and complaints will vary in their seriousness and risk impact on the individual, the service and the organisation. Complainants may choose to talk about their negative experiences as either a concern or a complaint but that does not mean one may be less serious than the other. A concern or complaint is an expression of dissatisfaction or unhappiness with:

· What we did
· What we failed to do
· Our service standard

For monitoring purposes, a distinction will be made between concerns and complaints.

Concerns – negative feedback that can be responded to immediately and by the staff member to whom they are addressed. They will typically involve no impact or risk to the provision of services and will usually be a single resolvable issue.

Complaints – negative feedback that requires further investigation and cannot be resolved by the staff member to whom it is addressed. They will be responded to by the relevant manager or head of department

[bookmark: dcam-1337530][bookmark: dcam-1337542]Complainant – person who is raising the concern or complaint.
TPT Responsibilities

· To provide an efficient, fair and structured mechanism for	handling complaints;
· To provide	our customers with access to the complaints handling process;
· To keep customers informed on the progress of their complaint and the expected timeframe for resolution;
· To regularly review our complaints process so that we can improve our standards of customer service.

Policy

Given that concerns and complaints may range from minor problems to very serious issues we have adopted a flexible procedure to resolve problems as quickly as possible. All concerns and complaints will be taken seriously and dealt with promptly, fairly and sensitively, with due regard to the upset and worry that they can cause. 

We fully support the rights of all to raise concerns and complaints about anything they find unsatisfactory, unjust, offensive or discriminatory. Relevant staff and managers will ensure that all customers are aware of how they can raise concerns and complaints, provide clarification on the process and offer support and assistance in voicing their concerns.

How do I complain?
You can raise your concern with anyone – locally or centrally – by phone, in writing (either by letter or email) or in person. It is usually best to raise your concern with local staff first (if applicable), as this is the quickest and easiest way to resolve the problem.

We appreciate that it can be difficult to voice concerns and complaints and we will strive to create an open and accessible approach to feedback from our customers. We achieve this by providing a range of options to give us feedback. 
We strive to inform customers what we have changed as a result of their feedback and will never discriminate against anyone as a result of their making a complaint. 


Useful contact information

By email:
info@pocklington-trust.org.uk 

By phone:
0208 9950 880

In writing: 
Thomas Pocklington Trust, Pocklington Hub, 3 Queen Sq, London, WC1N 3AR

An accessible complaints form can be found via the link at the end of this document.  

We encourage customers to attempt to resolve any problems through discussion with a member of staff. If this is not appropriate or they are dissatisfied with the outcome, then the staged complaints procedure should be followed.

Any concern or complaint made to a TPT staff member will be responded to by agreeing a course of action to resolve the issue.  If this is acceptable then we will clarify the actions with the complainant and the way in which the outcome of the complaint will be communicated to them.  Written complaints will always be responded to in writing and complaints will be dealt with within the timescales outlined in the policy.

If necessary, further details will be obtained from the complainant and the matter fully investigated. 

Individuals will receive confirmation that their complaint has been received within five working days. It will then be investigated by a senior member of staff and the individual will be advised of the outcome within fifteen working days. For more complex complaints, the outcome may take longer than 15 working days to resolve, therefore in these cases TPT will regularly update the individual on the progress and likely timeframe for resolution.

In assessing a complaint, TPT will be:

· consistent with the complainant’s legal rights.
· positive and conciliatory in approach.
· fair and impartial.
· consistent in approach and procedure.

All concerns and complaints will be treated in confidence and only those directly involved in resolving complaints will have access to the information provided. Individuals will be made aware of who this is. We will handle all information in accordance with our data protection policies. Our Privacy Policy can be found on our website www.pocklington-trust.org.uk/privacy-policy 

You can also find the Terms & Conditions which explain the rules for using our website and any other website under our ownership or control.  www.pocklington-trust.org.uk/terms-of-use 

TPT will never disclose information relating to individuals but may report on improvements made as a result of information given in concerns and complaints. 

Not Satisfied
We aim to resolve issues as quickly and locally as possible. If you are not satisfied your complaint has been resolved by the manager dealing at the first stage, you can ask for another manager to investigate the matter, which is the second stage of our complaint’s resolution process. 
In the rare cases where resolution at this stage is not possible, and there are valid grounds for appeal, then a final appeal may be made to TPT’s CEO whose decision shall be final. 

The grounds for appeal are either:
· Failure to follow the complaints procedure 
· Relevant facts have been ignored or given inappropriate weight
· Production of fresh information which might reasonably affect the earlier decision.

The CEO will decide whether the complaint is founded or unfounded and will either overturn the decision or agree with the original manager’s investigation and evidence, in which case the complaint is closed. 
Please also note that there may be circumstances where the police or other statutory authorities have intervened or are about to intervene in relation to your complaint. In such circumstances this may mean that the process is closed and there is no right to appeal.
This complaints procedure is the only way to make a complaint, if you are still not satisfied with the CEO’s decision, you may wish to get in touch with the Charity Commission. For more guidance on the types of complaints they will deal with, please visit: www.charitycommission.gov.uk 

Responsibilities

All TPT staff have a responsibility to discuss with their manager any involvement in a concern or complaint.  

Managers and Directors are responsible for ensuring compliance with this policy within their services. Heads of department/managers are responsible for providing a response to a complaint that involves their team and monitoring complaints through reporting. 

[bookmark: dcam-1337534][bookmark: dcam-1337550]The Business Manager, in liaison with the Compliance Manager, is accountable for managing the Complaints Policy.

Review
Our policies are usually reviewed every three years or following organisational or legislative changes. 


[bookmark: _Hlk77675284]Appendix 1
Customer Complaint Form
The Charity will, at all times, endeavor to deal promptly with complaints, grievances or other matters raised by users of its services in order to achieve a satisfactory resolution.

If you feel you need to make a complaint about any aspect of the service provided by the Charity, please follow the link below to complete the form.  This is in an accessible format. It will be submitted centrally and will be acknowledged and responded to in accordance with our procedures. If you are unable to do this a member of staff can fill it in for you and read it out for you to confirm.  

https://pocklington.tfaforms.net/4920031

You could also use an appropriate device to record your complaint. In this instance, please send the recording to the known Manager or email to info@pocklington-trust.org.uk who will deal with the complaint accordingly.

We aim to acknowledge receipt within five days and provide a full reply in your preferred media format within 15 days.

Thank you


Ends
Clear print 14pt. Alternative format available upon request.
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