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COMPLAINTS PROCEDURE
Introduction

1. In any organisation there may be occasions where a volunteer or service user would need to make a complaint.  Complaints should be taken seriously and handled with sensitivity and consideration for all parties.  Wherever possible all complaints should be resolved at the lowest level and to everyone’s satisfaction. 
Scope

2. This complaints procedure applies to all staff, volunteers and service users whilst using DPHT services.  If the complaint relates in any form to safeguarding then the safeguarding procedure will be the procedure that is to be followed.  Depending upon the nature of the complaint the complainant may also wish to consult with the Whistle blowing procedure.
Procedure Objectives

3. The aim of the complaints procedure is to explain how a complaint can be made, the processes that apply to resolving the complaint and the role of the Board of Trustees. 
Responsibility for Implementation

4. All members of staff, volunteers and trustees are responsible for the implementation of this procedure.

Complaints process
5. Any member or staff, volunteer or service user having a complaint is to initially bring it to the attention of the Charity Manager.  It is hoped that most problems can be resolved at this level, however, if the problem is not handled to the individual’s satisfaction, it may be brought to the attention of the Board of Trustees.
6. Where a volunteer or service user feels that their complaint has not received due consideration, they are to submit the complaint in writing to the Charity Manager.  The matter will then be discussed formally with the Charity Manager.

7. In the event that the matter is not satisfactorily resolved, the volunteer or service user may then request, in writing, that the Charity Manager submit the matter to the Board of Trustees.  
8. At this stage, after the reading of the request by a Trustee, the Chair of the Board of Trustees shall appoint a committee to investigate all phases of the situation.  In all cases this investigation will include personally interviewing the volunteer or service user concerned and the Charity Manager.  
9. After the committee has completed its investigation, it will then report to the board at the next regular meeting, which follows the conclusion of the investigation. The individual concerned, if she or he desires, may present their case at this meeting.
10. Each complaint should be initiated, heard and resolved within as short a time as possible, commensurate to the nature or severity of the problem and the availability of staff.  Most complaints or problems should be resolved within 30 working days after initiation.  In all matters, the decision of the Board of Trustees shall be final and non reviewable.
Disciplinary Action
11. Very occasionally, as a result of a complaint, there may be the need to take disciplinary action.  Should this ever occur then the Charity Manager has the authority to warn, suspend or dismiss any volunteer.

12. Except in exigent circumstances where immediate action is required in the best interest of the DPHT, the Charity Manager shall inform a volunteer of any reason or consideration for his/her suspension or dismissal and give the volunteer the opportunity to respond to the allegations before taking action to suspend or dismiss. 
13. If a volunteer is suspended, pending an internal investigation, then the DPHT will ensure that they remain in regular contact with the volunteer to keep them abreast of developments.

Access to the Policy

14. This procedure is available to all staff, volunteers and service users.  This procedure is available electronically through the website under the folder DPHT Policies and Procedures.  A hard copy can be found in the Visitor Centre.
References

15. The complaints procedure should be read in conjunction with the following DPHT procedures:

a. DPHT Safeguarding Procedure

b. DPHT Whistleblowing Procedure  
Further Information
16. Further information can be obtained from the Charity Manager or a member of the Board of Trustees.

Mechanism for Feedback

17. The Board of Trustees will review this procedure annually.  As part of the policy audit and review process volunteers and other stakeholders are strongly encouraged to provide their feedback or comments on its effectiveness and to make recommendations for changes to either the Charity Manager or a Trustee.
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