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1. Introduction
SENDHELP is committed to delivering high-quality support to all individuals. We recognise that, despite our best efforts, there may be occasions when individuals are dissatisfied with the service they receive. This policy outlines our procedure for handling complaints in a timely, fair, and transparent manner.
We encourage feedback, as it helps us improve the service we provide. All complaints will be taken seriously, investigated thoroughly, and handled with the utmost respect for the complainant’s privacy and wellbeing.

2. Scope
This policy applies to all individuals who use, visit, volunteer, or work within the organisation, including service users, volunteers, staff, and external partners.

3. Principles
Confidentiality: All complaints will be handled with strict confidentiality, and details will only be shared with those directly involved in the resolution process.
Impartiality: Complaints will be dealt with in an unbiased manner, ensuring fairness for all parties.
Transparency: The process for handling complaints will be clear, and all steps will be communicated to the complainant.
Timeliness: We will address complaints promptly and keep complainants informed of progress.
No Retaliation: Complainants will not face any form of retaliation or adverse consequences for raising a concern.

4. How to Make a Complaint
Complaints can be made in several ways:
In-Person: You can speak to a staff member or volunteer on-site at the service who will assist you with the process.
In Writing: Complaints can be submitted via email at Sendhelptutoring@gmail.com or mailed to FAO: Alexa Woodcock,  SENDhelp, 42 Myrica Grove, Hoole, Chester, CH2 3EW.

If a complainant requires assistance in making a complaint, they may request support from an advocate of their choice.
5. Informal Complaint Resolution
Where appropriate, we encourage the resolution of complaints through informal discussion. Many concerns can be resolved quickly by speaking directly to the staff member or volunteer involved. If an informal resolution is not possible or appropriate, the formal complaint process should be followed.

6. Formal Complaint Procedure
Step 1: Acknowledgment
Once a formal complaint is received, we will acknowledge it in writing (via email or letter) within 5 working days.
The acknowledgment will include details of the next steps, the individual responsible for handling the complaint, and a timeframe for resolution.

Step 2: Investigation
The complaint will be investigated thoroughly by an appointed complaints officer or manager who is not directly involved in the issue raised.
The investigator will gather all relevant information, which may include speaking to staff, volunteers, or witnesses and reviewing relevant documentation.

Step 3: Response
The complainant will receive a written response within 20 working days of submitting the complaint. The response will outline the findings of the investigation, any actions taken, and any further steps that may be available to resolve the issue.
If the complaint requires more time to investigate, the complainant will be informed of the delay and provided with an updated timeframe.

7. Escalation Process
If the complainant is not satisfied with the outcome, they may request a review of the decision. The steps for escalation are as follows:
Internal Review: The complaint can be reviewed by a more senior member of the organisation, such as a manager or director. This review will focus on the fairness and thoroughness of the original investigation.
External Mediation: If the complaint cannot be resolved internally, the complainant may choose to seek external mediation through a third-party organisation or regulatory body. The service will provide information on how to contact these bodies if required.

8. Recording and Monitoring Complaints
All complaints, whether informal or formal, will be logged in the complaints register.
The register will record the nature of the complaint, the steps taken to resolve it, and the outcome.
Complaints data will be regularly reviewed by the service management to identify any trends and areas for improvement.

9. Learning from Complaints
We are committed to using complaints as an opportunity to improve the service. After a complaint is resolved, we will:
Identify any changes to policies, procedures, or practices that may be needed.
Offer staff and volunteers additional training if required.
Monitor ongoing compliance with any corrective actions that have been implemented.

10. Safeguarding Concerns
If a complaint raises concerns about safeguarding (such as abuse, neglect, or exploitation), it will be handled in line with the service’s safeguarding policy. Immediate action may be taken to protect the individual(s) involved, and relevant authorities will be notified as appropriate.

11. Complaints Involving Staff or Volunteers
Complaints about the behaviour or conduct of staff or volunteers will be investigated following the same process. If necessary, disciplinary action will be taken in line with the service’s employment or volunteer policies.
12. Complaints about Discrimination or Harassment
Any complaints related to discrimination, harassment, or bullying will be treated with the utmost seriousness and will be addressed in accordance with our anti-discrimination and harassment policies.

13. Conclusion
We aim to handle all complaints promptly, respectfully, and fairly. We value feedback from all individuals who interact with our service and see it as an essential part of maintaining and improving our support for the community.
Contact Information for Complaints
Email: Sendhelptutoring@gmail.com
Post: FAO: Alexa Woodcock,  SENDhelp, 42 Myrica Grove, Hoole, Chester, CH2 3EW.
Policy Review
This Complaints Policy will be reviewed annually or as needed to reflect changes in legislation or best practices.


EQUALITY IMPACT ASSESSMENT 

	Is the policy new ☒ or a review ☐ ? (New policies should be considered by at least two people prior to ratification in relation to equality impact)

	Assessment: Could the implementation of this policy have a disproportionate negative impact upon people with a protected characteristic? If yes, tick the relevant protected characteristic and give details.

	Disability (physical, sensory, learning, hidden, mental ill health)
	☐
	SENDhelp is committed to the principles contained within the 2010 Equality Act and as part of that commitment each of our policies is subject to an Equality Impact Assessment. The implementation of this policy does not appear to have a negative impact upon any individual or group. If any core changes are made to this policy, this will be reviewed by at least two people.

	Gender Reassignment
	☐
	

	Marriage/Civil Partnership
	☐
	

	Pregnancy/Maternity
	☐
	

	Race
	☐
	

	Religion/Belief
	☐
	

	Sex
	☐
	

	Sexual Orientation 
	☐
	

	Which of the following statements best describes the outcome of the assessment? 

	Outcome 1: Continue: No change required: The assessment has not identified any potential for unlawful conduct or disproportionate impact. All opportunities to advance equity of opportunity are being addressed
	☐

	Outcome 2: Continue: Minor changes required: Minor adjustments must be made to remove/mitigate adverse impact(s) or to advance equity of opportunity, prior to implementing the policy
	☐

	Outcome 3: Continue: Major changes required: Major adjustments must be made to remove/mitigate adverse impact(s) or to advance equity of opportunity, prior to implementing the policy
	☐

	Outcome 4: Continue: Changes are not practicable: There is the potential for a negative impact; however, there are no reasonably practicable remedies to overcome this. There is a justifiable reason, with evidence, for continuing with the implementation of the policy
	☐

	Outcome 5: Cessation: The policy will no longer be implemented. Major negative impacts have been identified and cannot be justifiably discounted or remedied
	☐
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