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COMPLAINTS POLICY & PROCEDURE
Reading Community Learning Centre (the organisation / RCLC) is committed to providing a high quality, accessible and responsive service to the women, families, volunteers, partners and organisations we work with.
We recognise that sometimes things may go wrong, or someone may feel that the organisation has not met the standards they expected. When this happens, the organisation wants people to feel able to raise their concern/s. Complaints help the organisation to respond fairly, put things right where possible, and improve the way RCLC works.
This policy applies to complaints about:
· Classes, activities or services run by the organisation
· The way someone has been treated by the organisation’s staff, volunteers or representatives
· A decision, statement or action taken by the organisation
· The quality, accessibility or responsiveness of the organisation’s services
· Suggestions about how the organisation could improve

Where a complaint is about another organisation using the premises, we will usually ask the complainant to contact that organisation directly. Where appropriate, Reading Community Learning Centre may help signpost the complainant to the right person.
All complaints will be treated seriously, fairly and confidentially. Information will only be shared with people who need to know in order to respond to the complaint, investigate it properly, or meet the organisation’s legal, safeguarding or governance responsibilities.
Matters not covered by this policy
This policy does not replace other organisational policies or procedures. For example:
· Staff employment concerns should normally be dealt with under the organisation’s Grievance Policy
· Concerns about serious wrongdoing, malpractice or risk to others may fall under the organisation’s Whistleblowing Policy
· Safeguarding concerns about children or adults at risk must be dealt with under the organisation’s Safeguarding Children and Adults at Risk Policy
· Complaints about fundraising, marketing or external bodies may need to be referred to the relevant external regulator or organisation

If the organisation receives a complaint that should be handled under another policy, the organisation will explain this to the person raising the concern and confirm the appropriate route.


Procedure for making a complaint
Stage 1: Informal resolution
Where possible, Reading Community Learning Centre encourages people to raise their concern with the member of staff. Many issues can be resolved quickly and informally. The person raising the concern should explain:
· What has happened
· Why they are unhappy
· What they would like the organisation to do to put things right

Staff and volunteers should listen respectfully, try to understand the concern, and seek advice from the CEO if they are unsure how to respond.
Stage 2: Formal complaint to the CEO
If the concern cannot be resolved informally, or the person does not feel comfortable raising it with the staff member involved, they can make a formal complaint to the CEO.
A complaint can be made:
· In writing
· By email
· In person
· By phone
· With support from a member of staff, advocate or trusted person if needed

The organisation will support learners or service users who may need help to explain or write down their complaint, including those whose first language is not English.
The CEO will acknowledge the complaint as soon as reasonably possible, normally within 5 working days. The CEO will then review the complaint and may need to:
· Speak to the person making the complaint
· Speak to staff, volunteers or others involved
· Review relevant records or information
· Consider whether another organisational policy should apply
· Consider whether safeguarding, health and safety, data protection or governance concerns need to be escalated

The organisation will normally provide a written response within 10 working days of acknowledging the complaint. If more time is needed, the organisation will explain the reason for the delay and provide an updated timescale. The response will usually explain:
· What was considered
· Whether the complaint has been upheld, partly upheld or not upheld
· Any action the organisation will take
· Any learning or improvements identified
· What the person can do if they remain unhappy
If the complaint is about the CEO, the complaint should be referred to the Chair of Trustees instead.
Stage 3: Review by the Chair of Trustees or Board of Trustees
If the person making the complaint is unhappy with the response at Stage 2, they can ask for the complaint to be reviewed by the Chair of Trustees.
The request should normally be made within 10 working days of receiving the Stage 2 response and should explain why the person remains dissatisfied.
The Chair of Trustees may review the complaint personally or refer the matter to a small panel of Trustees. Trustees who have been directly involved in the matter should not take part in the review wherever possible.
The Chair or Trustee panel may:
· Review the complaint records
· Ask for further information
· Speak to the person making the complaint
· Speak to relevant staff, volunteers or trustees
· Consider whether the original response was fair and reasonable

The organisation will normally provide a final written response within 20 working days. If more time is needed, the organisation will explain why and provide an updated timescale. The decision of the Chair of Trustees or Trustee panel will usually be the organisation’s final response.

Serious concerns
Some concerns may need immediate escalation, even if they are raised as a complaint. This includes concerns about:
· Abuse, neglect or risk of harm
· Safeguarding children or adults at risk
· Serious health and safety risks
· Fraud, theft or financial misconduct
· Discrimination, harassment or victimisation
· Serious data protection breaches
· Illegal activity

Where this applies, the organisation will follow the relevant policy and may need to report the matter to external bodies, such as the local authority, police, Charity Commission, Information Commissioner’s Office or other relevant regulator.

Anonymous complaints

The organisation will consider anonymous complaints where possible. However, it may be more difficult to investigate or respond fully if the organisation does not know who has raised the concern or cannot ask for more information.

Anonymous complaints involving safeguarding, health and safety, fraud, serious misconduct or other significant risks will still be taken seriously and escalated where appropriate.
Complaints made on behalf of someone else
A complaint may be made on behalf of someone else, for example by a family member, advocate, support worker or representative.
Where personal information is involved, the organisation may need to check that the person affected has given permission for someone else to act on their behalf, unless there is a safeguarding, legal or public interest reason to proceed without consent.
Help with making a complaint
The organisation recognises that some people may need support to make a complaint. This may include support with language, literacy, disability, confidence or understanding the process.
Where possible, the organisation will provide reasonable support so that people can raise concerns in a way that is accessible to them.
Behaviour during complaints
The organisation will treat complainants with respect and expects staff, volunteers, trustees and complainants to behave respectfully during the complaints process.
The organisation understands that complaints can be upsetting. However, abusive, threatening, discriminatory or unreasonable behaviour towards staff, volunteers, trustees, learners or service users will not be accepted.
Where behaviour becomes inappropriate, the organisation may decide how communication will continue, for example by asking for contact in writing only or through a named person.
Learning from complaints
The organisation will use complaints as an opportunity to learn and improve. The CEO and Board of Trustees may review complaint themes, outcomes and actions as part of the organisation’s governance and quality improvement processes. Personal information will be removed or anonymised where possible when complaints are reviewed for learning purposes.








Your Personal Information
Reading Community Learning Centre (RCLC) will handle personal information collected through the complaints process in line with UK GDPR, the Data Protection Act 2018, the organisation’s Data Protection Policy, Confidentiality Policy and Privacy Notice.
The organisation will only collect and use the personal information needed to understand, investigate and respond to a complaint.
	Area
	How the organisation will handle this

	Information RCLC may collect
	RCLC may collect the complainant’s name, contact details, details of the complaint, relevant dates, records of conversations, correspondence, actions taken and outcomes. Sometimes this may include information about other people involved.

	Why we use this information
	RCLC uses this information to respond to the complaint fairly, investigate what happened, communicate with the complainant, take appropriate action and meet our governance, legal, safeguarding or regulatory responsibilities.

	Lawful basis
	The organisation will normally rely on legitimate interests when handling complaint information, because it is necessary for the organisation to respond to concerns, manage its services properly and improve its work. In some cases, the organisation may also need to process information to meet a legal obligation, protect someone’s vital interests, or handle safeguarding or regulatory concerns.

	Special category information
	Some complaints may include sensitive information, such as health information, ethnicity, religion or information about someone’s personal circumstances. The organisation will only use this where necessary and will handle it with additional care.

	Consent
	The organisation will not usually rely on consent as the lawful basis for handling complaint information, because the organisation may need to keep and use enough information to investigate and respond fairly. However, where someone complains on behalf of another person, the organisation may ask for consent or evidence of authority where appropriate.

	How information will be stored
	Complaint information will be stored securely, either in locked storage or on secure, password-protected systems with access limited to those who need it.

	Who information may be shared with
	Information will only be shared with people who need to know in order to investigate or respond to the complaint. This may include relevant staff, volunteers, trustees, professional advisers or external bodies where required.

	How long information will be kept
	Complaint records will be kept only for as long as needed for complaint handling, governance, safeguarding, legal, insurance or regulatory purposes. Retention should follow the organisation’s data retention arrangements. Information that is no longer needed will be securely deleted, destroyed or anonymised.

	Rights of individuals
	Individuals have rights in relation to their personal information, including the right to ask what information the organisation holds about them. These rights are explained in the organisation’s Privacy Notice.



Policy review
This policy will be reviewed every three years, or earlier if there are changes in law, regulation, the organisation’s governance, or operational need.
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Signed on behalf of the Board of Trustees  
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