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1. Purpose
This policy aims to provide clear guidelines for handling complaints and compliments from service users, staff, volunteers, and visitors. It encourages open communication, continuous improvement, and the recognition of positive contributions within the community centre.

2. Scope
This policy applies to all individuals who interact with the centre, including service users, staff, volunteers, and visitors. It outlines the process for raising complaints and offering compliments, ensuring that all feedback is handled promptly, fairly, and constructively.

3. Complaints Policy
1. Commitment to Addressing Complaints:
The centre is committed to providing high-quality services, and we value feedback that helps improve our operations. All complaints will be treated seriously, handled confidentially, and resolved as swiftly as possible.

2. Who Can Make a Complaint?
Service Users: Individuals using our services may raise concerns about the quality of services, staff interactions, or any other aspect of their experience.
Staff and Volunteers: Staff and volunteers can raise complaints regarding work conditions, policies, or interpersonal issues within the centre.
Visitors: Visitors to the centre may file a complaint if they have concerns about their experience or any aspect of the centre’s operations.


3. How to Make a Complaint
Verbal Complaints: Minor complaints can be raised verbally with a member of staff or a manager. Every effort will be made to resolve the issue informally at this stage.
Written Complaints: For more serious concerns, a formal written complaint should be submitted via email, letter, or by filling out a complaints form available at the centre’s reception or website. Written complaints will receive an acknowledgment within 5 working days.
Anonymous Complaints: Complaints can be submitted anonymously; however, this may limit the centre’s ability to fully investigate and resolve the issue.


4. Complaints Process

a) Initial Acknowledgment: Complaints will be acknowledged within 5 working days of receipt.
b) Investigation: The complaint will be investigated by a designated staff member or manager who is not directly involved in the complaint. The investigation will include gathering facts, speaking to the relevant parties, and reviewing any necessary documentation.
c) Response: A formal response will be provided to the complainant within 10-15 working days of the complaint being acknowledged. If more time is required to investigate, the complainant will be informed of the delay.
d) Resolution: Where possible, the centre will aim to resolve the issue to the satisfaction of the complainant. This may involve an apology, changes to policies, or further action to prevent recurrence.
e) Appeal: If the complainant is not satisfied with the resolution, they may request an appeal. The appeal will be reviewed by a senior manager or external reviewer, and a final decision will be made within 20 working days.

5. Confidentiality
All complaints will be handled confidentially, and information will only be shared with those directly involved in resolving the issue. The complainant’s identity will be protected unless disclosure is required by law.

4. Compliments Policy

1.Commitment to Acknowledging Compliments
The centre values positive feedback as it helps to recognize the efforts of staff, volunteers, and the quality of services provided. Compliments are an important aspect of motivating and rewarding high performance.

2. Who Can Give a Compliment?
Service Users: Service users can share positive feedback about the services they receive, specific staff members, volunteers, or the centre’s overall environment.
Staff and Volunteers: Staff and volunteers are encouraged to recognize the contributions of colleagues, service users, or other individuals involved with the centre.
Visitors: Visitors to the centre can provide compliments based on their experience of the facility, programs, or interactions with staff and volunteers.

3. How to Give a Compliment
Verbal Compliments: Compliments can be shared verbally with staff, volunteers, or managers, who will ensure the feedback is passed on appropriately.
Written Compliments: Compliments can be submitted in writing via email, letter, or feedback forms available at the centre’s reception or website.
Online Reviews: Positive feedback may also be shared through the centre’s social media platforms or review pages if available.


4.Acknowledgment of Compliments
All compliments will be formally acknowledged, and the individual or team who received the positive feedback will be informed.
Exceptional contributions may be recognized in staff meetings, newsletters, or other appropriate forums.

5. Continuous Improvement and Learning

1. Using Complaints for Improvement
Complaints provide valuable insight into areas where the centre can improve. Each complaint will be analysed to identify any patterns or recurring issues.
Where necessary, policies and procedures may be updated or staff training introduced to address specific concerns raised by complainants.

2.Learning from Compliments
Compliments help to reinforce what the centre is doing well. They provide opportunities for recognizing success and replicating positive practices in other areas.
Compliments will be shared with staff and volunteers to encourage continuous improvement and maintain high morale.

6. Monitoring and Reporting
A record of all complaints and compliments will be maintained, and trends will be reviewed regularly by senior management.
An annual report on complaints and compliments will be produced to identify areas for improvement and recognize areas of excellence.

7. Communication of Policy
This policy will be clearly communicated to all service users, staff, volunteers, and visitors. Information on how to submit complaints and compliments will be displayed at the centre’s reception, website, and included in induction materials.

8. Review and Updates
This policy will be reviewed annually to ensure it remains up to date and effective. Any updates will be communicated to all relevant stakeholders in a timely manner.

9. Conclusion

The centre values all forms of feedback and strives to continuously improve the services it provides. By maintaining an open and transparent process for handling complaints and compliments, the centre ensures a positive, responsive, and high-quality experience for everyone involved.
