E.3  Complaints Procedure

Purpose of the Procedure

· to ensure WRC is responsive to concerns related to its activities as part of WRC’s commitment to maintaining and improving standards in service delivery.

· to ensure all members and users of WRC have a clearly defined process for addressing concerns related to WRC’s activities.

· to encourage a clear, efficient and effective process for resolving problems when they arise.

1.  If a complainant has a concern arising from WRC’s services, the person should endeavour to resolve the matter informally with any member of staff.  

2.  If the complainant is not satisfied with the outcome of informal resolution, they should submit a written complaint, using the form provided.  The complaint should be addressed to the Director of WRC in an envelope marked on the outside with “Private and Confidential.”

2.1  The Director will acknowledge the complaint in writing within 3 working days, explaining the process and timetable to be followed in investigating the complaint.

2.2  The Director will interview staff and/or volunteers involved in the complaint as soon as possible.  Information gained will be documented and used to form a response to the complaint.

2.3  The Director will write to the complainant within 3 working days of completion of the investigation and inform them of the outcome of the investigation. This might include any of the following actions:

2.3.1  Clarification of issues raised in the complaint, if the complaint is based on misunderstanding or misinformation.

2.3.2  Arrangement of a meeting between the complainant (and his/her representative, if desired) and relevant staff or volunteers of WRC for clarification of issues and reconciliation of concerns.

2.3.3  Director to initiate remedial action involving the staff member or volunteer through supervision or if necessary, using procedures under Terms and Conditions of Service.

2.4  The Director will provide a full report on the process and outcome of the complaint to the Management Committee before or during its next meeting.
3.  If the complainant is not satisfied with the response provided by the Director, (or if the complaint is against the Director) the person can then write to the Chair of the WRC Management Committee.  The letter should be sent to the Chair of WRC at WRC’s address in an envelope marked on the outside “Private and Confidential.”  If the complaint is against the Chair, the letter should be addressed to the Secretary or another member of the Management Committee, who will handle the complaint in place of the Chair.

3.1  The Chair (or other Management Committee member) will acknowledge the letter in writing within 5 working days, explaining the process and timetable to be followed in investigating the complaint.

3.2  The Chair (or other Management Committee member) will interview the Director and/or other relevant staff or volunteers.  Information gained will be documented and used to form a response to the complaint

3.3  The Chair (or other Management Committee member) will write to the complainant within 3 working days of completion of the investigation and inform them of the outcome of the investigation.  This decision will be final and might include any of the following actions:

3.3.1  Clarification of issues raised in the complaint, if the complaint is based on misunderstanding or misinformation.

3.3.2  Arrangement of a meeting between the complainant and relevant staff, volunteers or Management Committee members of WRC for clarification of issues and reconciliation of concerns.

3.3.3  Chair (or other Management Committee Member) to initiate remedial action involving the staff member or volunteer through supervision or if necessary, using procedures under Terms and Conditions of Service (or Constitution, if involving a member of the Management Committee.)

Women’s Resource Centre Complaint form
	Name
	Telephone (day)

	Address
	Fax (day)

Telephone (eve)

E-mail

	Please describe the nature of your complaint, giving dates, times and names of individuals involved.



	What have you done to address your complaint so far?



	What would you like to see as the outcome of your complaint?



	Any further comments you wish to add (please continue on reverse of this sheet, if required).



	Signed
	Date


(Please return to Chief Executive, Women’s Resource Centre, Ground Floor East, 33-41 Dallington St, London EC1V 0BB)
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