[bookmark: _ajr4b3g40opx]Reach Volunteering Complaints Policy

Reach Volunteering is committed to providing a high quality, user-centred service. We value hearing from all members of our community, from positive success stories, to feedback on how we can improve our service.

We understand that sometimes, our users may not experience the service positively. Our aim will always be to resolve any issues or concerns informally, however for the occasions in which this is not possible, this policy outlines how to raise a formal complaint. 

[bookmark: _t4q8ux360a85]This policy outlines:

· Who this policy is for
· Requirements and expectations of behaviour
· Confidentiality and GDPR 
· Defining a formal complaint  
· How to submit a formal complaint 
· Moving forwards
· Complaints form

[bookmark: _bl1i2ev6axx]Who this policy is for

This policy is for organisation contacts and volunteers registered with Reach (Reach Users) who wish to make a formal complaint about the service that Reach has provided. It is also for people who are not Reach Users, but wish to complain about Reach.

It does not address third party complaints such as negative interactions between Reach Users that have taken place on the Reach website. Such incidences are addressed in our Service Interventions Policy.

We are unable to intervene in instances whereby a Reach User is unhappy with an interaction with another Reach User that has taken place outside of the Reach website. However we do not tolerate hateful, harassing, aggressive, bullying, threatening or abusive behaviour or discriminatory language or practice of any kind, and if you experience this on or offsite by a Reach User, please contact us for support. 

[bookmark: _1uls58j7i5ja]Requirements and expectations of behaviour

We appreciate that making a formal complaint may be difficult and uncomfortable, and are committed to facilitating a process in which you will be heard and treated fairly and respectfully. We will communicate with you clearly and transparently throughout every step of the process.

We ask that all users engage in the process respectfully and constructively, in accordance with Reach’s Acceptable Use Policy, and to provide key information in a timely manner and in the spirit of cooperation.  

Please allow Reach a reasonable time to deal with the matter; our timescales are set out below.

Some circumstances may be beyond Reach’s control, and we ask for your understanding where this is the case.

[bookmark: _6wc6b9gj62gb]Confidentiality and GDPR

Every attempt will be made to ensure that confidentiality is upheld. Where confidentiality is not possible, for example where relevant legislation applies, or if allegations are made that involve third parties, we will inform you and explain. Reach will only share the details surrounding your complaint with relevant parties.

We will hold personal data about you and your complaint as provided by you in order to investigate the issue raised. Your data will be held securely and only used to respond to your complaint.

We will hold details of your complaint for five years after the complaint has been resolved, afterwhich all data will be securely destroyed.

See our Privacy Policy for further details.

[bookmark: _lhnylgciaads]Defining a Formal Complaint 

Reach staff are trained to have sufficient knowledge to be able to understand the nature and seriousness of feedback, whether a concern has the potential to be 

resolved informally or whether the formal complaints procedure is the most appropriate channel.

Where clarification is required, Reach staff will contact you to confirm whether you would like to submit a formal complaint; they will provide a copy of this policy.

Where concerns are raised, an informal approach is always the preferred step towards resolution when appropriate, and when it can be achieved. An informal approach will consist of a conversation between yourself and a member of Reach’s staff team, where your concerns and desired outcomes will be discussed and, where possible, resolved as a result of the conversation.

If concerns cannot be satisfactorily resolved informally, then the formal complaints procedure will be followed. 

You have the right to lodge a formal complaint without an informal discussion having first taken place.

No matter how they are ultimately defined, all concerns and formal complaints will be taken seriously, and you will be heard.

[bookmark: _1x5fj4ofxtk]How to submit a formal complaint 

Complaints should be submitted to the Head of Service and Operations at Reach Volunteering, within three months of the issue arising.

You can do this either:
· In writing, by letter, email, or using our complaints form; or,
· Verbally, at your request. In this case we will arrange a time for a statement to be recorded by an agreed member of Reach staff, transcribed and provided to you for your records.

All complaints should include:
· The circumstances and reasons for your complaint
· Your preferred outcome
· Your contact details and your contact preferences (method, time)
· Any additional support requirements that would support you to submit your complaint, or our communications with you in relation to your complaint.

We have provided a form to support you to submit your formal complaint, although it is not a mandatory requirement.

There are three stages to the formal complaints process:
· Stage One: Investigation by the Head of Service and Operations
· Stage Two: a review by the CEO
· Stage Three: a review by the Chair of Trustees, whose decision is final.

Our aim is always to achieve a satisfactory resolution at the earliest stage possible.
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[bookmark: _koltjdi94jup]Stage One: Investigation by the Head of Service and Operations

The formal complaints process starts with the Head of Service and Operations who will acknowledge your formal complaint within five working days and carry out a full investigation. At this time, they may need to contact you for more information.

If the Head of Service and Operations determines that the complaint is of a very serious nature, or if the complaint is about them, it will be escalated to Stage Two, and you will be informed.

We will provide a full, written response in 20 working days. If the issue is complicated and requires more time to fully investigate, we will explain why, and give you a new timeline.

If your complaint is upheld you will receive a full apology and where appropriate, given details of any action that we have taken to resolve the situation, including considerations for the future such as staff training or a review of policies. 

If your complaint is not upheld you will be fully informed as to the reasons why.

Individuals named in the complaint will not be referred to.

If you are unhappy with the outcome of Stage One, you can request a review by the CEO (Stage Two) within 20 working days. The letter you receive from the Head of Service and Operations will provide you with the full details as to how to request the review.

[bookmark: _ypdfulmjnuwh]Stage Two: review by Chief Executive (CEO)

The process followed by the CEO of Reach Volunteering involves a review of the Stage One investigation, and consideration of any outstanding issues.  

If your complaint is about the Chief Executive, it will be escalated to the Chair of Trustees.

You will receive an acknowledgement of your request for a Stage Two review within five working days.

The CEO will scrutinise the Stage One investigation as it stands to ensure it was carried out fully and properly. They will check that the fundamental basis of the complaint has been addressed and consider any outstanding issues.

You will receive a written response from the CEO in 20 working days. If more time is needed to carry out the review, we will explain why and provide a new timescale for response.

If your complaint is upheld you will receive a full apology and where appropriate, given details of any action that we have taken to resolve the situation, including considerations for the future such as staff training or  a review of policies. 

If your complaint is not upheld you will be fully informed as to the reasons why.
 
If you are unhappy with the outcome of Stage Two, and feel that all of the issues have not been properly addressed, you can request a final review to be conducted by the Chair of Trustees (Chair) (Stage Three). We must receive your request within 20 working days. 

[bookmark: _3rpda0bjtasc]Stage Three: Review by Chair of Trustees

The Chair will not focus on the detail of the case but ensure that the process has been carried out properly, and confirm that the fundamental issues raised have been investigated fully. 

You will receive a letter acknowledging your request for a review by the Chair within five working days, and the outcome of their review will be sent to you in writing in 20 working days. If more time is needed to carry out the review, we will explain why and provide a new timescale for response.

The review will produce a full, written response, which will contain sufficient information to demonstrate that the complaint has been fully investigated, and an apology where appropriate.

The decision of the Chair is final, and at this stage there is no further route of appeal. If you are not satisfied that the issues raised have been resolved, you may wish to consult the Charities Commission for England and Wales for further guidance.

Manifestly unfounded complaints

Reach will take all complaints seriously, be we reserve the right to disregard a relevant complaint (that is not an appeal) if it is manifestly unfounded. We consider complaints manifestly unfounded if:

· The individual makes an excessive number of complaints, for example lodging repeat complaints in relation to the same issue, where previous complaints have been concluded as per Reach’s complaints procedure.
· The individual makes a complaint but offers to withdraw it in return for some form of benefit
· The complaint is found to be vexatious or malicious in intent and is being used to harass Reach, with the aim of causing disruption. We will reach this conclusion if:
· The complainant states that they wish to cause disruption
· The complaint includes unsubstantiated accusations against specific employees that are clearly prompted by malice
· The complaint targets a particular employee against whom they hold a personal grievance
· Complaints are sent systematically and regularly, with the intent of causing disruption

Reach will not automatically deem complaints that use aggressive or abusive language to be manifestly unfounded and will consider the crux of the complaint as per our the procedures described in this policy. However, we reserve the right to always insist on civil communication from complainants. Failure to communicate respectfully may result in delays in the resolution process.

[bookmark: _l9jike6ulgyr]Moving Forwards

Reach recognises that no matter the outcome of a complaint, there is an opportunity for growth and learning. The basis of all issues raised will be considered and where appropriate, improvements made. This could include a review of policies and procedures, further staff training or amendments to our service or communications.

Reach’s Board of Trustees is ultimately accountable for all complaints received.  All complaints are reviewed annually by the board, who:

· Maintain a complaints log
· Review the log annually
· Discuss any recommendations to improve and develop the service with Reach’s CEO
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[bookmark: _wd8donmqsxb0]Reach Volunteering Complaints Form

Please complete and send this form to service@reachvolunteering.org.uk within 3 months of the issue arising. We will acknowledge receipt within 5 working days.

[bookmark: _u9nb7l1kof39]Your details

	Name
	

	Reach Username(s)
(where applicable)
	

	Address
	

	Telephone number
	

	Email address
	

	Preferred contact method
	

	Preferred contact times
	



Please detail any accessibility requirements or reasonable adjustments that would support you to make your complaint



[bookmark: _kl3haoasx49v]Details of your complaint 

Please include as much detail as possible, including dates, times, examples, and names if you have them.





[bookmark: _n18tt2vo07hg]What is your preferred outcome?
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