Swanage and Purbeck Development Trust
Comments, Compliments and Complaints Policy and Procedure
1. Purpose
Swanage and Purbeck Development Trust is committed to delivering high-quality, inclusive and responsive services for the benefit of the local community. We welcome comments, compliments and complaints as valuable feedback that helps us improve our work, celebrate good practice and address concerns fairly and effectively.
This procedure explains how individuals can provide feedback or raise concerns about our services, activities, staff, volunteers or operations.

2. Scope
This procedure applies to:
· Beneficiaries and service users
· Residents and community members
· Volunteers and staff
· Member Groups
· Trustees
· Partner organisations
· Contractors and suppliers
· Visitors and members of the public
It covers concerns relating to:
· Service delivery
· Community projects and activities
· Staff or volunteer conduct
· Communication and customer service
· Accessibility and inclusion
· Facilities and venues
· Health and safety
· Equality and diversity
· Data Protection and Privacy
· Organisational decisions and processes
· Any other concerns
This procedure does not replace safeguarding, whistleblowing, data protection, disciplinary or statutory procedures where these are more appropriate.

3. Principles
Swanage and Purbeck Development Trust will ensure that:
· Feedback is welcomed and encouraged
· Complaints are handled promptly, fairly and sensitively
· Individuals are treated respectfully and without discrimination
· No person will be disadvantaged for raising a concern in good faith
· Lessons are learned from feedback and complaints
· Information is handled confidentially and in accordance with data protection legislation

4. Comments and Suggestions
We welcome suggestions and comments on how our services and activities can be improved.
Comments may be made:
· In person
· By telephone
· By email
· Through feedback forms
· Via our website or social media channels
· In writing to the Focus Centre, 107, High Street, Swanage BH19 2NB 
All feedback will be considered by the appropriate staff member or trustee and used to inform service development and improvement.

5. Compliments
We are pleased to receive compliments regarding our staff, volunteers, Member Groups or services.
Compliments may be given verbally or in writing and will be shared with the relevant individuals or teams. Compliments may also be recorded for monitoring, recognition and reporting purposes.

6. Complaints Procedure
Stage 1 – Informal Resolution
Where appropriate, concerns should first be raised informally with the member of staff, volunteer or Trustee involved. Many issues can be resolved quickly through discussion and clarification.
We aim to resolve informal concerns in a timely manner and will try to respond within 5 working days.
If the issue is not resolved informally, or if the complainant prefers, a formal complaint may be submitted.

Stage 2 – Formal Complaint
Formal complaints should preferably be made in writing and include:
· Name and contact details
· Details of the complaint
· Relevant dates, times and locations
· Names of individuals involved, where known
· Any supporting information
· The outcome being sought
Complaints should be addressed to:
The Chief Executive Officer
Swanage and Purbeck Development Trust
107, High Street, Swanage
BH19 2NB  
ali.tuckey@sandpdt.org.uk 
If assistance is required to make a complaint, reasonable support will be provided.
Acknowledgement
We aim to deal with concerns and complaints in a timely manner and will generally try to observe the following time scales:

Formal complaints will be acknowledged within:
5 working days
Investigation
The complaint will be investigated impartially by the CEO, if not directly involved in the matter or by the Chair if so.
The investigation may include:
· Reviewing records and documentation
· Meeting or corresponding with the complainant
· Speaking with staff, volunteers or witnesses
· Reviewing policies and procedures
Outcome
A written response will normally be provided within:
20 working days
Where additional time is needed, the complainant will be informed and updated on progress.
Outcomes may include:
· An explanation or clarification
· An apology where appropriate
· Action to resolve the issue
· Changes to procedures or practice
· Additional staff or volunteer training
· Referral to another procedure or external body where appropriate

Stage 3 – Review / Appeal
If the complainant remains dissatisfied, they may request a review within:
10 working days of receiving the outcome.
The review will normally be conducted by a senior trustee not previously involved in the complaint.
A final written response will usually be issued within:
20 working days
The decision at this stage will be considered final.

7. Confidentiality and Data Protection
Complaints will be handled confidentially and sensitively. Information will only be shared with those who need it to investigate and resolve the issue.
All records will be managed in accordance with applicable data protection legislation and the Trust’s Data Protection Policy.

8. Anonymous Complaints
Anonymous complaints will be considered where sufficient information is available to enable an investigation. However, the ability to investigate thoroughly may be limited.

9. Unreasonable or Persistent Complaints
The Trust reserves the right to manage complaints that are abusive, discriminatory, threatening, repetitive or unreasonable. Any action taken will be proportionate, fair and appropriately recorded.

10. Safeguarding Concerns
Any complaint involving the safety or welfare of a child, young person or vulnerable adult will be dealt with under the Trust’s Safeguarding Policy and may be referred to relevant external agencies.

11. Monitoring and Learning
Swanage and Purbeck Development Trust will:
· Maintain records of comments, compliments and complaints
· Monitor trends and recurring themes
· Use feedback to improve services and governance
· Report significant issues to trustees where appropriate

12. Accessibility
This procedure will be made available in accessible formats upon request, including:
· Large print
· Easy Read
· Alternative languages
· Digital and audio formats
Support will be provided to individuals who need assistance in making a complaint.

13. Review of Procedure
This procedure will be reviewed every:
Three years
Or sooner where required by legislation, regulation or organisational change.
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