Framwellgate Moor Youth & Community Association
Registered Charity No 1154450
Complaints handling policy  - Initiated 2021

This is the Complaints handling Policy of Framwellgate Moor Youth & Community Association (FMYCA)
Defining a complaint
A complaint may be generally defined as an expression of dissatisfaction, however made, about actions taken or a lack of action. Where it is unclear whether a communication is a concern or a complaint, it is generally best to err on the side of caution and treat it as a complaint.
Where a complaint is of a serious nature it must be reported to the Charity Commission for England.
The complaints policy must be published.
Part 1 - When a complaint is made the following points must be carried out.
Note the following:
1.1.  Acknowledge the receipt of the complaint and record the date it was made.
1.2. Record a description of the complaint and the complainant’s details.
1.3. Explain to the complainant how the complaint will be dealt with and set time limits.
1.4. State what actions will be taken to resolve the complaint.
1.5. State the nominated person who will deal with the complaint.
1.6. Inform any member of staff concerned and permit a response.
1.7.  Ensure the complainant is kept up-to-date if the timescale is not able to be adhered to.
1.8.  The date that the complainant was advised of the outcome.

Part 2 - Procedures to ensure that complaints are appropriately dealt with:
2.1. A nominated person within the organisation must investigate thoroughly. It has to be someone who is independent of the events complained about and who can establish the facts of the case. The Secretary or other trustee, as appropriate, should take this role.
2.2 Members of staff should be informed if a complaint has been made about them or actions for which they were responsible. Ensure members of staff have an opportunity to respond to the allegations made.
2.3. Complaints must be dealt with as quickly as possible in an acceptable timescale.
2.4. The FMYCA nominee should provide clear, evidence based reasons for the decisions and ensure those decisions are proportionate, appropriate and fair.
2.5. When responding to complaints, the FMYCA nominee should be respectful and acknowledge the experience of the complainant. In addition trustees should acknowledge if things have gone wrong and take proportionate action to put things right, including apologising where appropriate. Any lessons learnt and any changes made to services, guidance or policy must be documented.
2.6. The FMYCA nominee should keep a record of the complaints received, the outcomes of the investigations and the reasons for the decisions.
2.7. The FMYCA trustees should review regularly the complaints we have received to identify any trends or wider learning. 
2.8. The FMYCA nominee should regularly report to the Executive group and Board of Trustees on the number and nature of complaints received and the outcome of those complaints, including whether they have led to a change in services, policies or procedures.
2.9. Where a complaint cannot be dealt with it must be passed to the Charity Commission for England for further advice.

This Policy will be reviewed annually and updated as necessary. The Trustees Management Committee endorses this Policy and is fully committed to its implementation.
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