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[bookmark: policy-statement]1. Policy Statement
The Reel Community CIC is committed to providing a safe, welcoming, inclusive and high-quality service through fishing activities, mentoring, transport support and community programmes.
We value feedback and recognise that complaints, concerns and suggestions provide opportunities to improve our services. We aim to deal with complaints fairly, consistently, sensitively and promptly.
No individual should be treated unfairly because they have raised a concern or complaint.

[bookmark: purpose]2. Purpose
The purpose of this policy is to:
· Provide a clear process for raising concerns and complaints
· Ensure complaints are taken seriously
· Resolve issues fairly and promptly
· Improve services through learning and feedback
· Promote transparency and accountability

[bookmark: scope]3. Scope
This policy applies to complaints made by:
· Participants
· Parents and carers
· Volunteers
· Staff
· Partner organisations
· Members of the public
· Anyone accessing or affected by Reel Community CIC activities
Complaints may relate to:
· Fishing sessions
· Staff or volunteer conduct
· Transport arrangements
· Safeguarding concerns
· Inclusion or discrimination concerns
· Communication
· Service delivery
· Organisational decisions
Safeguarding concerns or allegations involving abuse should be managed under safeguarding procedures alongside this policy where appropriate.

[bookmark: principles]4. Principles
The Reel Community CIC aims to ensure complaints are:
· Listened to respectfully
· Handled confidentially where possible
· Investigated fairly
· Addressed promptly
· Recorded appropriately
· Used to improve practice

[bookmark: informal-resolution]5. Informal Resolution
Where appropriate, concerns should first be raised informally.
Many issues can be resolved through discussion with:
· Session leaders
· Volunteers
· Managers
· Trustees
Informal discussions may help resolve misunderstandings quickly.

[bookmark: formal-complaints-procedure]6. Formal Complaints Procedure
Where a concern cannot be resolved informally, a formal complaint may be submitted.
Complaints should include where possible:
· Name and contact details
· Date of concern
· Details of the complaint
· Individuals involved
· Any relevant evidence
· Desired outcome
Complaints can be made in writing, by email, or through another accessible format where needed.

[bookmark: complaint-process]7. Complaint Process
[bookmark: stage-1-acknowledgement]Stage 1 – Acknowledgement
The Reel Community CIC will aim to:
· Acknowledge receipt within 5 working days
· Confirm who is handling the complaint
· Explain the next steps where possible
[bookmark: stage-2-investigation]Stage 2 – Investigation
The organisation may:
· Gather information
· Speak with relevant individuals
· Review records
· Seek additional clarification
Investigations should be proportionate to the nature of the complaint.
[bookmark: stage-3-outcome]Stage 3 – Outcome
A response will normally include:
· Findings
· Actions taken where appropriate
· Reasons for decisions
· Any learning or improvements identified
The organisation will aim to respond within 20 working days where practical.
Where additional time is needed, updates should be provided.

[bookmark: escalation-and-review]8. Escalation and Review
If the complainant remains dissatisfied, they may request a review.
The review may be considered by:
· A trustee
· Senior representative
· An individual not previously involved where possible
Review decisions should be communicated in writing.

[bookmark: complaints-involving-staff-or-volunteers]9. Complaints Involving Staff or Volunteers
Complaints relating to staff or volunteers may involve:
· Internal procedures
· Safeguarding processes
· Disciplinary processes
Appropriate action will depend on the circumstances.

[bookmark: anonymous-complaints]10. Anonymous Complaints
Anonymous complaints may be considered where sufficient information exists.
However, investigation may be limited where further clarification cannot be obtained.

[bookmark: vexatious-or-unreasonable-complaints]11. Vexatious or Unreasonable Complaints
The Reel Community CIC recognises that individuals have the right to raise concerns.
However, repeated, abusive or unreasonable complaints may be managed appropriately to protect staff, volunteers and organisational resources.
Any decision to restrict communication should be proportionate and carefully considered.

[bookmark: confidentiality-and-records]12. Confidentiality and Records
Complaint information will be:
· Kept securely
· Shared only where necessary
· Managed in accordance with data protection requirements
A record of complaints may include:
· Dates
· Nature of complaint
· Actions taken
· Outcomes

[bookmark: learning-and-improvement]13. Learning and Improvement
The Reel Community CIC will seek to use complaints and feedback to:
· Improve services
· Identify recurring issues
· Inform training needs
· Strengthen policies and procedures

[bookmark: related-policies]14. Related Policies
This policy should be read alongside:
· Safeguarding Policy
· Equality and Diversity Policy
· Data Protection Policy
· Code of Conduct
· Transportation Policy
· Health and Safety Policy

[bookmark: policy-review]Policy Review
This policy will be reviewed annually or earlier where organisational needs or legislation require.
