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MALVERN WELCOMES COMPLAINTS POLICY AND PROCEDURE
1. Introduction
Malvern Welcomes views complaints as an opportunity to listen, learn and improve for the future, as well as an opportunity to put things right. Our policy and procedures are designed to be applicable to complaints from members especially our volunteers, resettled families and external sources. In disputes between people, we refer to the person making the complaint as the complainant and the person complained about as the complainee.
All Malvern Welcomes volunteers have agreed to abide by the Malvern Welcomes Volunteer Agreement, which provides a code of conduct for both volunteers and the organisation. Volunteering with Malvern Welcomes is usually a positive experience. Occasionally, however, there can be times when things do go wrong.
In all cases, we will try to address complaints early and informally, as often this can lead to a resolution. We recognise that if things are not tackled and sorted out quickly then this can leave people feeling hurt, rejected and not valued by the organisation. Unlike employees, volunteers do not have rights in employment law. This means that the organisation has no obligation to keep a volunteer in a role. It also means that volunteers can stop volunteering whenever they want to. Malvern Welcomes believes that volunteers should be treated fairly and have developed procedures to make sure that all volunteers have adequate support. 
Our policy is:
· To provide a fair and timely complaints procedure
· To make it easy for anyone to register a complaint
· To make sure everyone knows how to register a complaint
· To ensure that complaints are properly registered and recorded
· To make sure that complaints are resolved as quickly as possible and that relationships are repaired whenever possible
· To ensure that the person about whom the complaint is being made is given the right to reply and to raise further related issues
· To gather and record information which helps us to improve the services we provide
· To ensure that policies and procedures are readily accessible and to encourage comment and criticism aimed at improvement

2. What is a complaint?
A complaint is any expression of dissatisfaction about any aspect of the services we provide. This will include complaints about:
· The management or members of the Management Team
· Trustees
· The policies and procedures 
· Any members
· Volunteers responsible for providing direct support to resettled families 
· The quality or quantity of support provided
· Other service providers eg relating to provision or standard of accommodation, interpreters, English tuition or medical care. In such cases a representative of the service provider will be promptly informed and means of rectifying the situation will be discussed.
· Not everybody who applies to be a Malvern Welcomes volunteer is accepted. The decision of the Management Team is final, but if someone feels they have been treated unfairly as part of the recruitment process, then this complaints procedure can be used. 
Complaints by resettled family members about other members of their family, or about behaviour of others towards them, may be dealt with through our safeguarding policy.
3. Who can make a complaint?
· Any member of a resettled family or person seeking assistance from Malvern Welcomes
· Any member of Malvern Welcomes 
· External organisations eg Home Office, County Council, service providers, members of the public
4. Levels of complaint
We recognise three levels of complaint.  
Level 1:   Complaints about isolated incidents or minor infringements/matters of concern
The point of contact for minor complaints is the appropriate family lead. If the family lead is involved in the complaint or feels that the matter should be handled differently, the complaint should be made to any member of the Management team (listed in “About Us” on our website).
Complaints or problems involving individual members or volunteers can usually be resolved informally between the people concerned, either as they occur or with mediation by an appropriate third person, usually the family lead. In a similar manner, complaints about minor changes in routines or practices specific to particular teams can be resolved in discussion with the team leader. 
At the end of any meeting to resolve issues at this level, everyone concerned should be clear about the resolution and any actions which have been agreed. 
Level 2:  Where informal resolution has not been possible, or complaints are of a more serious nature 
The point of contact for a complaint is the Chair of Trustees. Complaints about members of the Management Team or trustees are automatically Level 2 and should be made to the Chair of Trustees.
Complaints about the Chair of Trustees should be made to a nominated trustee of Malvern Welcomes. In these instances, the Chair of Trustees (or nominated trustee) will convene a meeting with a minimum of two other trustees to consider the complaint and decide the outcome.
· Complaints should be acknowledged by the Chair of Trustees/nominated trustee within 48 hours. The acknowledgement should say who will be dealing with the complaint and when the person complaining can expect a reply. 
· Where the complaint relates to a specific person, they should be informed of the complaint and given a fair and timely opportunity to respond. 
· A formal meeting is required. This should be arranged as soon as possible, and details of time, place and participants sent to all involved.
· Any person complained about should be informed that they can be accompanied to the meeting by a person of their choice to support them.
· The outcome will be communicated to all participants, trustees and members of the management team within 10 working days of the meeting.
· The communication should describe what actions were taken to investigate the complaint, the overall outcome from the investigation and meeting and any actions to be taken as a result.
· All complaint information will be handled sensitively, involving only those who need to know and following confidentiality and data protection requirements.
· A written record of the complaint and the conclusions of the meeting shall be sent to all concerned. See Appendix 1.
· In cases involving serious misconduct, volunteers or other Malvern Welcomes members may be suspended from all roles with immediate effect while the matter is investigated and concluded.
Where a complaint concerns a volunteer or other member of Malvern Welcomes then possible outcomes are:
An apology - to any person adversely affected by the matter complained about. 
A Development plan – If there is cause to ask a volunteer or member to change their behaviour then a development plan may be appropriate in order to facilitate this. 
Verbal warning – If it is considered that action is still required, then a verbal warning may be given. Verbal warnings last for a maximum of six months and a record of the circumstances that led to this warning must be kept in the person’s file for the duration of the warning. Verbal warnings tend to be for first time or low risk issues. 
Written warning – To be issued when the misconduct is considered more serious.
Dismissal - Where serious or persistent failure to follow Malvern Welcomes policies and procedures or conduct likely to damage the operations or reputation of the charity are deemed to have occurred.
If no satisfactory solution has been reached at Levels 1 or 2, the complaint is automatically escalated to Level 3.
Level 3:  This is used when either no mutually satisfactory solution has been achieved in the informal Level 2 proceedings, when a person wishes to appeal the outcome of Level 2 proceedings, or the complaint has ramifications for the reputation or operations of Malvern Welcomes. 
At this level a formal written complaint or appeal is required to trigger our complaints procedure. It should be submitted to the Chair of Trustees, who will generate a complaint log and communicate the complaint to the individual named in it, requesting a written response.
Complaints about the Chair of Trustees should be made to a nominated trustee of Malvern Welcomes. The following procedure and rules apply:
· Any complaints or appeals raised normally need to be about a matter that has occurred in the previous 12 months. 
· If the person complaining is no longer a volunteer or member of Malvern Welcomes then the complaint will only be considered within six months of leaving the organisation.
· A person entirely independent of Malvern Welcomes and not known personally to any trustee, Management Team member or the complainant or complainee shall be appointed by the trustees as Chairperson of the Panel. 
· On receipt of the written complaint or appeal, a panel drawn from the trustees and chaired by the independent chairperson should be convened within 14 days of the complaint or appeal being acknowledged. This panel may accept any further evidence not available at the time of the Level 2 hearing.
· The Chairperson may investigate the facts themselves or designate a suitably senior person to do so.
· If any new or missing information subsequently emerges which would have impacted on the outcome at Level 2, the complaint may be referred back for reinvestigation. 
· All the remedies at Level 2 are also available to the panel. 
· All decisions of the panel are final.
· The outcome of any appeal should be communicated to the appellant within 10 working days. 
· A full record of these proceedings and the decisions made should be kept and lodged with the Chair of Trustees.
5. Recording of disciplinary proceedings
All complaints should be recorded accurately and copies of the record supplied to the complainant(s) and complainee(s). The record sheet in Appendix 1 along with agreed notes from a meeting should be used to ensure all necessary details are collected.






















Appendix 1: Guidance notes for recording complaint meetings

· It is important that written notes and are taken at each meeting and stored and recorded with the record sheet.  Copies of the notes and record sheet should be made available to all attending the meeting(s).  
· Form should be marked Confidential when completed.

Record of Complaints Proceedings
Complaint No……………...  (Date of meeting)

Level of Complaint…………

	Complainant(s)	

	Complainee(s)		

	Chair of meeting	

	Others present and roles      

	Meeting notes recorded by

	Summary of Complaint(s)



	Summary response of complainee(s)

	Agreed Outcomes
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