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COMMENTS, COMPLIMENTS AND COMPLAINTS POLICY AND PROCEDURE 

1. PURPOSE AND SCOPE
Volunteer Centre Tower Hamlets is a small independent charity. We aim to provide a comprehensive and responsive volunteering infrastructure service to residents and volunteer involving organisations in Tower Hamlets.   We strive to provide individuals and organisations with the best possible service within the limited resources available, and to treat everyone fairly, equitably, and with respect.  

We welcome feedback about our services.  Comments, compliments and complaints help us to recognise where things are working well, or where we need to make improvements.     
A comment is defined as an idea, suggestion or opinion about how VCTH could improve or develop its services.  If you would like to make a comment about our work, you can do this verbally or in writing, including by e-mail.

A compliment is defined as feedback which tells VCTH that it has provided a good service.  If you would like to offer a compliment about our work, you can do this verbally or in writing, including by e-mail.

We recognise that from time to time, there may be occasions when users of our services feel that the quality or level of service provided has fallen short of what can reasonably be expected.    If you have a complaint, we would like you to tell us about it, so that we can make improvements. A complaint is defined as an expression of dissatisfaction with a service that has been provided.  If you want to make a complaint about our work, this must be done in writing (letter or e-mail) and sent to the Chief Executive, or to the Chair of the Board of Trustees only if the complaint is about the Chief Executive.   
The Complaints Policy and Procedure applies to complaints made by members of the public and organisations using our services.  Formal complaints from VCTH employees will be dealt with under the Grievance Procedure.  Complaints from VCTH’s own volunteers will be dealt with under the Problem Solving Procedure for Volunteers.
2. RESPONSIBILITIES 
2.1 The overall responsibility for this policy and procedure lies with the Board of Trustees and the Chief Executive, who are ultimately responsible for ensuring that:

· all complaints are resolved, by taking the necessary action to correct problems.

· all complaints are reviewed to identify the need for any preventative action to minimise the chances of such a complaint recurring.

· compliments are passed on to the relevant staff member/team, and comments are reviewed so that lessons can be learnt and necessary action taken.

2.2 All staff are responsible for:

· Reporting comments, compliments and complaints through their lines of management

· Fully co-operating with any investigation into a complaint

· Ensuring that service users are aware of how to make complaints

2.3 Failure to report complaints or to fully co-operate with an investigation into a complaint may give rise to disciplinary action under the Disciplinary Procedure.

3. POLICY 
3.1 Clients are informed of the organisation’s Comments, Compliments and Complaints Policy and Procedure when appropriate.  Copies of the Policy and Procedure are made readily available, and displayed in the organisation’s offices, as well as on VCTH’s website, where they are accessible to visitors and service users.

3.2 VCTH will acknowledge all unsolicited written compliments or comments received within 10 working days, including details of any action VCTH will take.   

3.3 All complaints will be investigated in a constructive manner to enable VCTH to understand the nature of the complaint, and to resolve it at the earliest opportunity.

3.4 The person making a complaint shall be advised of proposed action as soon as possible.

3.5 The complaint will normally be acknowledged in writing within 5 working days.  Where this is not possible, we will state the reason for the delay when replying. The timescale for responding to the complainant will depend on the nature of the complaint and the scale of the investigation into the circumstances which led to the complaint being made. Corrective and preventative action (where applicable) shall be agreed, and the complaint resolved, and a response will normally be sent within a further 20 working days. If this is not possible, the complainant shall be informed of the progress of the complaint.
4. COMPLAINTS MANAGEMENT 
4.1 Users of our services are advised, either verbally or in writing, how to make a complaint. They are encouraged to make any complaints in writing, or forward comments and compliments verbally or in writing.
4.2 Details of any complaint are always recorded by the staff member receiving the complaint using the Complaints Record Form 
4.3 Complaints must be reported to the Chief Executive.  They will consider the validity of the complaint and make investigations that will assist in its resolution.

4.4 Details of the investigation, actions taken and communications made will be recorded using the Complaints Record Form.  In the case of a complaint from a service user, a record may also be noted on the client’s file.  In the case of complex complaints, the Complaints Record Form may reference other documents.

4.5 The Chief Executive will take the agreed corrective and preventative action to achieve a satisfactory solution, seeking advice from the Board of Trustees, or another manager, where required.

4.6 Once any investigation is complete, the Chief Executive (or Chair of Board of Trustees) will write to the complainant.  When appropriate, their response will offer an apology and/or offer a solution to resolve the complaint. The complainant will be advised that there is no appeals procedure. 

4.7 All formal complaints will be reviewed to ensure that any corrective and preventative actions are progressed/actioned in a timely manner.

4.8 On completion of any corrective/preventative actions (subject to any checks that need to be carried out), the Complaints Record Form will be signed off.

4.9 The Chief Executive will consider the substance of all comments, compliments and complaints, and prepare a written summary report for review by the Board of Trustees.
5. COMPLAINTS AGAINST STAFF MEMBERS
5.1 In the event that a staff member is the subject of a complaint, the organisation may re-deploy the employee or suspend them on full pay while an investigation is carried out.  The Chief Executive, together with an office-holding trustee will be responsible for such decisions. If the complaint is about the Chief Executive, the organisation may re-deploy or suspend them on full pay while an investigation is carried out.  Two Honorary Officers will be responsible for such decisions.
5.2 Disciplinary proceedings or poor performance procedures may be instigated as a result of a complaint.

5.3 Where it is determined that disciplinary proceedings are required, the organisation will determine, on a case-by-case basis, whether the complaint or disciplinary action takes precedence, or whether these are carried out concurrently.  All investigations will be carried out as swiftly as possible, and the employee has the right to be accompanied by a colleague or recognised trade union official during investigations.

6. COMPLAINTS AGAINST TRUSTEES

6.1 In the event that a trustee is the subject of a complaint, the complaint will be handled using Stage 4 of the Problem Solving Procedure for Volunteers. The Chair will adopt the role of the trustee’s supervisor.  

6.2 If the complaint is about the Chair, then an Honorary Officer will adopt the role of supervisor, supported by one other office-holding trustee.      
6.3 VCTH may require the trustee to temporarily stand down from performing further duties while an investigation is being carried out. The Chair is responsible for such decisions, unless the complaint is about the Chair, in which case an Honorary Officer will be responsible, supported by one other office-holding trustee.

6.4 All investigations will be carried out as swiftly as possible, and the trustee has the right to be accompanied by another trustee or recognised trade union official during investigations.
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