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[bookmark: _Toc142851524][bookmark: _Toc233100069]1.  STATEMENT OF INTENT

Insert name of forum aims to provide its members with a fair and high-quality service, within its aims and priorities it welcomes feedback from members, professionals, and organisations it works with, on all aspects of its work.
Suggestions and feedback from our users are vital to help us develop, maintain and improve our services. We set out below how you can help us do this.

[bookmark: _Toc142851525][bookmark: _Toc233100070]2.  MAKING COMMENTS, SUGGESTIONS AND COMPLIMENTS

We are keen to hear any comment, suggestion or compliment on any aspect of the forum or our work, you can either speak to a member of staff or volunteer or write to the forum.
[bookmark: _Toc142851526][bookmark: _Toc233100071]All comments, suggestions and compliments are recorded, reviewed regularly by the Forum’s [steering group/trustee board/directors].  Feedback is used to help inform our planning, development and continuous improvement.  We value positive feedback and will share compliments with volunteers and representatives to recognise and celebrate good practice.
3. MAKING A COMPLAINT 

3.1 What is a complaint?

A complaint is an expression of dissatisfaction by anyone using our services whether justified or not. Any individual or organisation can make a compliant if they feel the Insert name of forum have:
· Failed to provide a service or adequate standard of service
· Delayed in providing a service
· Made a mistake
· Provided an unfair service
· Failed to act in a proper way

3.2 Informal complaints

You can make an informal complaint at any time by speaking to the nominated complaints contact [insert name and contact here], or to another member of the steering group if the complaint is about the nominated complaints contact. The person you speak to will try to resolve it promptly and fairly. If you still feel that your complaint has not been satisfactorily resolved, you can make a formal complaint.

3.3 Formal complaints

· Formal complaints can be made by email, phone, letter, or verbally. 
· Complaints do not need to be made in writing, but we may ask you to provide or confirm key details so that we can understand and investigate the complaint properly. 
· Complaints should be marked private and confidential for the nominated complaints contact and sent to [insert contact details here]. 
· Please include your name, and contact details and, if appropriate, the organisation you represent. We cannot accept anonymous complaints. 
· Please give as much detail as possible. 
· You can request a copy of this complaints policy.
· Please note we will only investigate complaints about our current services, or incidents occurring in the six months prior to the date of the complaint. 
· We will make reasonable adjustments where needed to make the complaints process accessible, including for people who may need support to make or explain a complaint.

3.4 Withdrawal of complaint  
· A complaint may be withdrawn at any time during the complaints process. Requests to withdraw should be made in writing. The complaint will normally be closed upon receipt of the request; however, Insert name of forum reserves the right to continue investigating matters involving safeguarding concerns, legal obligations, or other significant risks.

[bookmark: _Toc233100072][bookmark: _Toc142851527][bookmark: _Toc158652404]4. CONFLICTS OF INTEREST
· To ensure complaints are handled fairly, clearly and independently, the forum will nominate a named person to receive complaints [insert name and contact details]. This person’s details should be made available to members and anyone wishing to make a complaint, including in correspondence and on the forum’s website where possible.
· If a complaint is about the nominated person, or about anyone who would normally be involved in responding to the complaint, that person must not investigate, decide the outcome of, or respond to the complaint.
· Where there is a conflict of interest, the complaint should be passed to another suitable member of the [steering group/trustee board/directors] who is not connected to the matter. If the complaint relates to the whole [steering group/trustee board/directors], it must be referred to a different level of the organisation to handle the complaint.
· If there is no other level of the organisation available, an appropriate independent person who is not connected to the complaint, the complainant, or the person complained about must be identified to oversee or handle the complaint.
· Where appropriate, the forum may involve another suitable person early in the process to provide an objective viewpoint, help moderate the complaint, or support a fair response.
[bookmark: _Toc233100073]5.       WHAT WE WILL DO (Formal complaint)

· We will correspond with you within 5 working days to let you know that we have received your complaint.
· The nominated complaints contact, or another suitable person where there is a conflict of interest, will arrange for your complaint to be investigated and will respond in writing within 28 days. They may delegate the investigation to another suitable person who is not connected to the matter.
· If we are not able to complete the investigation within 28 days, we will keep you informed.
· We will keep a clear record of the complaint, the action taken, communications with the complainant, the decision reached and the reasons for that decision.
· We will apologise where appropriate
· We will learn from the complaint and identify changes to prevent it happening again
· We will advise you how to appeal if you are still not satisfied.
[bookmark: _Toc233100074]6.       APPEALING 

If the complaint is not resolved to your satisfaction, you can request a review by contacting the nominated complaints contact at insert forum email and marking it private and confidential. If the appeal is about the nominated complaints contact or there is another conflict of interest, the request should be handled by another suitable person who is not connected to the matter. You must do this within 28 days of the written response.
[bookmark: _Toc233100075]7.       WHAT WE WILL DO (Appeal)

· The nominated complaints contact, or another suitable person where there is a conflict of interest, will correspond with you within 5 working days to let you know we have received your appeal. 
· The appeal review will be carried out by two [steering group members /trustees/directors] not involved in the previous investigation, or by suitable independent people if the complaint involves the whole [steering group/trustees/directors]. 
· The purpose of the appeal panel is to ensure your complaint was dealt with properly and fairly and whether an appropriate decision has been reached, not to reinvestigate the complaint.
· Within 28 working days, a final decision will be made by the appeal reviewer or panel. We will write to you to tell you the decision, the reasons for making it, and that no further correspondence will be entered into under this policy.
· At any stage, the complainant may be assisted and/or accompanied by another person.
· If a complaint is made about an individual member of the Insert name of forum or its staff they will be supported throughout this process by a member of the steering group or independent person.
[bookmark: _Toc233100076]8.       MONITORING

Complaints, comments and compliments are important tools alongside evaluations and feedback from members to learn how we can improve our ways of working.
The nominated complaints contact will report to the steering group any comments, compliments or complaints made and the responses given every 6 months. Where a complaint involves the nominated complaints contact or the steering group, reporting arrangements must avoid any conflict of interest and protect confidentiality. These will be monitored and information from them will be fed into the planning process.

[bookmark: _Toc233100077]9.       LEGAL ISSUES

There may be occasions when the Insert name of forum is required by law to report the complaint to law enforcement or other legal bodies such as safeguarding. At all times legal, statutory and professional investigations will overrule this complaints procedure. Insert name of forum will not undertake any actions that may compromise these investigations.
· The [steering group/trustees/directors] may take action to protect the Insert name of forum its members and staff by suspending the member/volunteer/director/worker until investigations are complete
· It will complete all immediate actions but then suspend the complaints process until external investigations are complete.
· [bookmark: _Toc142851532]Full and accurate records of all actions will be kept.
[bookmark: _Toc233100078]10.       DATA PROTECTION

Insert name of forum will keep all data related to the complaint secure and confidential. The identity of the person making the compliant will be known only to those who are investigating the complaint and will not be revealed to other people or made public. There may be exceptions to this confidentiality where legislation is involved, or allegations have been made regarding the conduct of a third party.
Insert name of forum will normally destroy its complaints, comment and compliments file after 6 years.
[bookmark: _Toc233100079]11. OTHER RELEVANT POLICIES
Code of Conduct and GDPR
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