Huddersfield Community First
Complaints Policy

Purpose

This policy explains how Huddersfield Community First (“the Organisation”) handles
complaints. The Organisation welcomes complaints as an opportunity to learn,
improve services, and maintain public confidence

Scope

This policy covers complaints from anyone affected by the Organisation’s activities,
including beneficiaries, supporters, partners, members of the public, volunteers, and
contractors. Issues concerning safeguarding, data protection, or serious incidents are
handled under the relevant policies but may still be recorded as complaints.

What is a complaint?

A complaint is an expression of dissatisfaction, whether justified or not, about the
Organisation’s actions, decisions, services, staff, or volunteers, where a response is
expected.

Principles
The Organisation will ensure complaints handling is:

® Accessible: Simple and free to use, with reasonable adjustments where

needed.

Timely: Acknowledged and resolved within stated timescales.

Fair and impartial: Considered without bias and with respect for all parties.

Confidential: Information is shared only on a need-to-know basis.

Transparent and accountable: Outcomes are explained and learning is

recorded and acted upon.

e Safe: Complainants and staff/volunteers will not suffer detriment for raising
or responding to complaints in good faith.

5. How to complain

Complaints can be made by email or post.
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Email: info@hdcfirst.org.uk
Address: Huddersfield Community First, Heritage Exchange, Wellington Mills,
Plover Road, Huddersfield HD3 3HR

If a complainant needs help to make a complaint (e.g. language support,
accessibility), the Organisation will provide reasonable assistance.

6. Stages and timescales
Informal resolution (as soon as possible)

Frontline staff or volunteers will try to resolve issues immediately where appropriate
and safe to do so.

Stage 1 - Formal complaint (acknowledge within 5 working days; response within
20 working days).

e Submit the complaint (email/letter/webform) with a description, dates, and
any evidence.

e The Organisation will acknowledge receipt within 5 working days and provide
a named contact.

® A trustee will investigate and issue a written response within 20 working days
wherever possible. If more time is needed, the Organisation will explain why
and give a revised timescale.

Stage 2 - Appeal (acknowledge within 5 working days; response within 20 working
days).

e |f the complainant is dissatisfied by the decision after stage 1, they may
request a review by a Trustee panel (or delegated committee) not previously
involved.

e The Organisation will acknowledge within 5 working days, explain the review
scope (whether procedure was followed and decision was reasonable), and
target a decision within 20 working days.

e The panel may uphold the original decision, uphold in part, or overturn and
propose remedies.
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External escalation

e Fundraising complaints: If unresolved, complainants may contact the
Fundraising Regulator (for matters within its remit) after completing the
Organisation’s process.

e Data protection complaints: Complainants can contact the Information
Commissioner’s Office (1CO).

® Serious concerns about a charity: Complainants can report to the Charity
Commission for England and Wales where appropriate.

The Organisation will signpost to the correct external body as needed.
Remedies

Where a complaint is upheld (in whole or part), remedies may include: an apology,
an explanation, corrective action, service changes, staff/volunteer training,
partial/full refund where applicable, or other proportionate redress.

Recording and learning

e All complaints are logged with date, issues raised, actions taken, outcomes,
and learning points.

e Trends and significant issues are reported to the senior leadership and
Trustees at least annually, with actions to improve quality and reduce
recurrence.

® Learning actions are tracked to completion.

Confidentiality and data protection

Complaint records will be handled in line with the Organisation’s Data Protection
Policy and UK GDPR/Data Protection Act 2018 requirements, retained only as long as
necessary under the Organisation’s retention schedule.

Conflicts of interest

Anyone involved in investigating or determining a complaint must declare any

conflict of interest. Where a conflict exists, the Organisation will appoint an
alternative investigator or convene a Trustee panel.
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11. Unreasonable or persistent behaviour

The Organisation may, in rare cases, apply proportionate measures (e.g. limiting
points of contact, setting contact schedules) where complainant behaviour is
vexatious, abusive, or persistently unreasonable. Any such decision will be approved
by a trustee and kept under review.

12. Safeguarding and whistleblowing
Complaints that indicate risk of harm to a child or vulnerable adult will be escalated
under the Safeguarding Policy without delay. Concerns about wrongdoing by staff,
volunteers, or Trustees may be raised under the Whistleblowing Policy and will be
protected in line with UK law.

13. Monitoring equality
The Organisation may collect optional, anonymised equality data to monitor fair
access and outcomes and to improve services. This will be separate from complaint
files where practicable.

14. Policy review

This policy will be reviewed annually or sooner if there are significant changes in law,
regulation, or organisational practice.

This policy has been approved by:  Mohammed Abubakar (Chair)
On behalf of: Huddersfield Community First

Date: 01/09/25 Signed:

+44 (0)1484 767666 @ info@hdcfirst.org.uk www.hdcfirst.org.uk



