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Complaints Policy and Procedure for Users
Introduction

Service users have the right to receive a high standard of service from Rise:61. The
complaints procedure is in operation to enable service users to be listened to and ensure
that any complaints are dealt with fairly, quickly and confidentially. The complaints policy
and procedure is part of a wider process of raising professional standards and is an integral
part of the policies and practices of RISE:61 which will help monitor and improve the
quality of service provision.

All complaints and the proceedings that may result are to be considered confidential and
should not be divulged by either party.

While the final authority for resolving complaints lies with the Chair and the Board of
Trustees of RISE:61, if a particular matter is of sufficient gravity, at any point in the
procedure the Board may seek the assistance of an outside mediator or arbiter in the
search for a satisfactory resolution.

Purpose

The aim of the complaints procedure is to reach a resolution satisfactory to both the
complainant and RISE:61 and to ensure any learning is embedded into the organisation so
we provide the best possible service to our community.

The complaints procedure seeks to protect the rights of all parties in the execution of their
duties or responsibilities and from the consequences of actions, policies and procedures
considered to be arbitrary or unfair.

Whilst it is intended to ensure that any complaint is justly handled, the Complaints
Procedure also ensures that the Charity and its assets are protected.

“Complainant” may refer to any individual or organisation but does not include members of
staff for whom there is a separate grievance procedure.

Procedure

The following Complaint Procedure is available for the use of any complainant who
considers they have been unfairly treated by a representative of RISE:61.

RISE:61 will seek to facilitate the resolution of complaints at the earliest possible point to
the satisfaction of the complainant and of RISE:61 and its associated staff.

The outcome of any action at each step will be recorded and the complainant will be
notified in writing promptly within the specified time of the incident occurring.

Whilst every effort will be made to find a mutually acceptable resolution of the complaint,
in the event a satisfactory resolution is not found after following all three steps in the
complaint procedure, the matter will be considered closed by RISE:61.

The process for complaints should follow the following stages:

. Informal, which can be verbal
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Formal, which involve a written complaint

o Review or appeal panel

Informal stage

An informal complaint would be delivered verbally to your youth worker or the team leader.
This complaint would be listened to and addressed by talking to relevant people and
producing a solution which is agreeable to all parties (where possible).

Formal stage

If you are not satisfied with the explanation and decision made or if you wish to involve a
more senior person then you may make a formal complaint by emailing
complaints@rise6l.org which is monitored by our senior management team. If your
complaint is about the Director of Rise:61 then the complaint can be sent to our Chair of
Trustees instead (see below for contact details). It’s important to be as detailed as possible
about the complaint, giving dates/times of the incident, any other persons involved and how
you would like to see this complaint being resolved. You may use another person to write the
complaint. These issues will be investigated in full and responded to in writing, outlining our
response to the complaint within 12 weeks, though, if the issue is complicated, any delay will
be explained.

If the complaint is upheld, you will receive a full apology and, where appropriate, be given
details of any action that RISE:61 will take to retrieve the situation or at least put things right
for the future. The aim is always to achieve resolution at the earliest stage possible.

If you are not satisfied with the response/decision made you may elect to have a review
panel established to investigate the matter further.

Review Panel

The review panel will consist of the Director or trustee, one volunteer/staff member and one
independent person who shall act as chair. You will be invited to attend the review panel,
with a friend/representative if required. The meeting shall be held as informally as possible.
The Chair will explain the purpose of the meeting, introduce the members and discuss
confidentiality. All members may make a written and verbal presentation to the panel.
Proceedings will be minuted. People making presentations can be asked questions.

The panel will make recommendations on the complaint to the chair person within 20 days.
The chair person will then consult with the panel and a decision made. This decision will be
made known in writing within 28 days of the panel meeting, outlining the reasons from the
decision and any action proposed as a result of the panels review.
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Recording and Monitoring

All complaints should be recorded in the complaints folder on our Drive, with details of the
complainant, the nature of the complaint, the process followed and the action taken. Every
complaint should be shared with the Director and Head of Operations to ensure the
organisation is reflecting upon and embedding learning from any complaint it receives.

All written notes, letters and evidence recorded in the complaints file will remain the sole
property of RISE:61 and be made available only to its representatives or when a freedom of
information request is made.

Contact details
Here are the contact details of key personnel mentioned in the complaints process:
Director - Robin Imeson - robin@rise61.org

Head of Operations - Mike Partridge - mike@rise61.org

Chair of Trustees - Danni Malone - danni@rise61l.org
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