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About this Policy
Purpose
At Thomas Pocklington Trust (TPT), we are committed to maintaining the highest standards. If we fall short and you are dissatisfied with any aspect of our services, policies, or conduct, we encourage you to communicate with us. It is our policy to welcome feedback, including complaints, as an opportunity for us to learn, adapt, improve, and enhance our services.
We believe that anyone using our services should find it simple to provide feedback, voice concerns, or make complaints. This policy ensures that all feedback, complaints, and concerns raised by service users, their relatives, representatives, and the public are handled properly and taken seriously.
TPT supports the principle that addressing concerns and complaints openly and early can often lead to a swift resolution at a local level. This policy outlines our principles and actions for resolving concerns and complaints within the organisation. It also provides information about external sources of advice and support for those dissatisfied with our response.
We fully endorse everyone's right to voice concerns and complaints about unsatisfactory, unjust, offensive, or discriminatory matters and respect the right of the complainant to seek advice or escalate the complaint if needed.
Scope
This policy addresses concerns and complaints related to our services. Allegations or suspicions of abuse are covered by our Safeguarding Policies and Procedures.
This policy also applies to complaints raised by ex-staff members or ex-volunteers. For current staff members or volunteers, their complaints will be handled in accordance with the appropriate internal policy, provided during their induction.
Definitions
Concerns and complaints may vary in severity and impact on individuals, services, and the organisation. A concern or complaint pertains to dissatisfaction or unhappiness with:
· What we did.
· What we failed to do.
· Our service standard.
Recognising that some individuals may be hesitant to label their feedback as a complaint, we also include concerns in this policy. To facilitate monitoring, a distinction is made between concerns and complaints, and the course taken will depend on the nature of the situation not the label the individual chooses to use. These definitions will be used in the remainder of this document.
· Concerns involve negative feedback that can be immediately responded to by the staff member to whom they are addressed. They typically have no significant impact on wider services and other people and usually involve a single resolvable issue.
· Complaints require further investigation and cannot be resolved by the staff member addressed. They are centrally recorded and escalated to an appropriate manager for review.
· Complainant refers to the individual raising the concern or complaint.

TPT Responsibilities
TPT's responsibilities under this policy include:
· Providing an efficient and fair mechanism for handling complaints.
· Ensuring relevant staff and managers are aware of the complaints process and their responsibilities within it.
· Ensuring service users have access to the complaints handling process.
· Keeping complainants informed about complaint progress and expected resolution timeframes.
· Regularly reviewing the complaints process to enhance service standards.

Process
Given the varying degrees of concerns and complaints, we have adopted a flexible staged procedure for swift issue resolution. All concerns and complaints are treated seriously and handled promptly, fairly, and sensitively, recognising the potential distress they can cause. Complaints should be raised as soon as possible after the issue arises, ideally within three months. Should the complaint be made after three months, TPT can determine that it is no longer appropriate to review the complaint. However, we recognise that in some circumstances it is not possible to raise a complaint immediately and will take relevant factors into account when making this decision.
Stages
The staged process is as follows, with further details provided in the following sections:
Stage 1: Local Resolution
Service users and others are encouraged to discuss concerns with any staff member as this is often the quickest way to resolve them. These concerns are recorded to inform any process improvements needed, and in case further escalation is required.
Stage 2: Central Procedure
If local resolution is not appropriate or the complainant is dissatisfied with the outcome, the central complaints procedure should be followed. All centrally received complaints are reviewed and escalated to an appropriate manager for investigation and resolution. Depending on the nature of the complaint, a more senior manager or external organisation may conduct the investigation for impartiality.
Stage 3: Appeal
In rare cases where dissatisfaction remains after following the central procedure, a final appeals process is available.
Other:
We welcome the opportunity to resolve any issues that arise directly with those affected. However, we understand that this may not always be possible and acknowledge the complainant’s right to escalate a complaint if needed.
If you are not satisfied with the way your complaint is handled or feel it is not appropriate to raise a complaint directly to us, you may wish to contact the Charity Commission for further guidance www.charitycommission.gov.uk

Central Complaints Procedure
Any concern or complaint received by TPT will be responded to by agreeing a course of action to resolve the issue. In some circumstances, confidentiality may restrict the level of detail we are able to provide. However, as a far as possible, we will report overall actions taken without disclosing personal information.
Individuals will receive confirmation that their complaint has been received within five working days. The appropriate manager will investigate it and communicate the outcome within fifteen working days. The investigation may include obtaining further details from the complainant and any relevant staff members or witnesses. Complex complaints may take longer, with regular updates provided.
In assessing complaints, TPT ensures:
· Compliance with the complainant's legal rights.
· A positive and conciliatory approach.
· Fairness and impartiality.
· Consistency in approach and procedure.
All concerns and complaints are kept confidential, accessible only to those resolving them or they are raised to. Our data protection policies govern information handling, and our Privacy Policy can be found on our website www.pocklington-trust.org.uk/privacy-policy
You can also find the Terms & Conditions which explain the rules for using our website and any other website under our ownership or control.  www.pocklington-trust.org.uk/terms-of-use  
Raising a complaint centrally
We understand voicing complaints can be challenging and strive to create an open and accessible approach to receiving feedback. To assist in this aim, we offer various options for accessing the central complaints process:
By accessible web form:
https://pocklington.tfaforms.net/4920031

By email:
info@pocklington-trust.org.uk 

You could also use an appropriate device to record your complaint and send via e-mail.

In writing: 
Thomas Pocklington Trust, Pocklington Hub, 3 Queen Square, London, WC1N 3AR

If you would like to raise your complaint by e-mail or in writing, please include the following details:

· Nature of problem.
· Names and contact details of any witnesses present.
· How you would like the complaint to be resolved.
· If you have reported the problem before, and if so, who to, how and when.

By phone:
0208 9950 880

Not Satisfied
In the rare cases where you are not satisfied your complaint has been resolved after following the central complaints procedure, and there are valid grounds for appeal, a final appeal may be made to TPT’s CEO whose decision is final.
Appeal grounds include:
· Non-compliance with the complaints procedure.
· Relevant facts have been ignored or given inappropriate weight.
· New information arising which may affect the prior decision.

The CEO assesses the appeals validity and either overturns or upholds the decision, in which case the complaint is closed.
Please note if there are circumstances involving police or statutory authorities' intervention, this may lead to the process being closed with no right to appeal.
We hope that we will be able to reach a satisfactory outcome to resolve complaints that are raised to us. However, if you are dissatisfied with the way your complaint is being handled or the outcome, the Charity Commission can be contacted for further guidance www.charitycommission.gov.uk  

Responsibilities
All TPT staff have a responsibility to ensure they are familiar with the Complaints Policy and know how to respond if a concern or complaint is raised to them. This includes taking action to resolve concerns locally where appropriate, discussing with their manager or team leader and centrally recording concerns, as well as assisting complainants in accessing the central complaints process if local resolution is not possible or appropriate.
Managers and Directors are responsible for ensuring compliance with the Complaints Policy within their services, investigating and resolving complaints, and recognising and responding to patterns of concerns.
The Business Manager, in liaison with HR, is accountable for managing the Complaints Policy.

Review
This policy is reviewed every three years or sooner if organisational or legislative changes occur.
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