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Complaints Policy & Form

SPLASH is committed to providing high quality services to our service users who use the
Charity’s services or engage with us. We value complaints and use information learnt from
them to help us improve what we do and how we do it. If something goes wrong or you are
dissatisfied with what we are providing, please tell us — you should feel free to raise matters
of concern without risk of disadvantage. This document describes our complaint procedure
and how to make a complaint.

What is a complaint?

We regard a complaint as any expression of dissatisfaction about our action or lack of
action, or about the standard of service provided by us or on our behalf.

What can | complain about?

You can complain about things like:
the quality and standard of any service we provide;
failure to provide a service;
the quality of our facilities or resources;
unfair treatment or inappropriate behaviour by a staff member or someone
representing the Charity;
the failure of the Charity to follow an appropriate process;
dissatisfaction with Charity policies;
fundraising activities undertaken by the charity, or those acting 'in aid of or ‘on behalf
of’ the charity.

Your complaint may involve more than one aspect of the above, more than one department,
or be about someone working on our behalf.

What you can’t complain about?
There are some things we can't deal with through our complaint handling procedure.

These include:
~arequest under Freedom of Information or Data Protection legislation;
a request for information or an explanation of policy or practice;
an issue which is being, or has been, considered by a court or tribunal:
a request.for compensation only;
an attempt to have a complaint reconsidered where we have already given our final
decision following an investigation.

We will not normally treat information received through routine feedback mechanisms — such
as responses to questionnaires — as complaints. If other procedures or rights of appeal may
help you resolve your concerns, we will give information and advice to help you.
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Who can complain?

Anyone who receives, requests or is directly affected by the services of the Charity can
make a complaint to us. We encourage anyone with a complaint to approach us directly but
can accept a complaint made on your behalf (e.g. through a friend or a family member)
provided you give us your clear written authority to liaise with your representative, and
provided you also give them clear authority to act on your behalf.

How do | complain?

You can complain in person, by phone, in writing, or by email. It is easier for us to resolve
complaints if you raise them as soon as you become aware of the issue, and directly to the
service concerned. Please talk to a member of staff within the department you are
complaining about so that they can try to resolve any problems on the spot.

When complaining, please tell us:
your full name and address;

as much as you can about the complaint and what has gone wrong;
how you would like us to resolve the matter.

Alternatively, please use the form at the end of this document.
Is there a time limit for making a complaint?
Normally, you must make your complaint within six months of:

the issue arising, or
finding out that you have a reason to complain.

In exceptional circumstances, we may be able to accept a complaint after the time limit. If
you feel that the time limit should not apply to your complaint, please tell us why.

What will happen if | complain®?
Our complaint procedure has two stages:

Stage 1 — Frontline Resolution - We aim to resolve complaints quickly and close to where we
provided the service. This could mean an on-the-spot apology and explanation if something
has clearly gone wrong, and immediate action to resolve the problem. Where possible, you
should raise your concerns with the relevant staff member. This can be done face-to-face, by
phone, in writing or by email. We will give you our decision at Stage 1 within five
working days unless there are exceptional circumstances.
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Our response will:

- clearly outline our decision providing clear, evidence-based reasons for this decision;

- Respond openly to all of the substantive points raised by a complainant and
explaining why the organisation considers these points justified or not;

- Take responsibility for the actions of our staff and those acting on behalf of the
organisation;

- Acknowledge if things have gone wrong and take proportionate action to put things
right, including apologising where appropriate:

- Include any lesson learnt and any changes made to services, guidance or policy as a
result of the complaint.

If you are not satisfied with the response we give at this stage, we will tell you what you can

do next. If you choose to, you can take your complaint to Stage 2 of the complaint
procedure. You may choose to do this immediately or shortly after you get our initial
decision.

Stage 2 — Complaint Investigation - Deals with two types of complaint: those that have not
been resolved at Stage 1 and those that are complex and require detailed investigation. We
have a complaint form, see below, which will help you to state your complaint clearly to us.
Although we will also accept complaints that are made in person or on the phone, we
encourage you to complete the complaint form in the interests of clarity and in order to best
assist the investigation process. The complaint form and any supporting documents will be
seen by the person investigating your complaint, by anyone named in the complaint and by
relevant staff in the department(s) being complained about.

When using Stage 2 we will:

acknowledge receipt of your complaint within three working days and tell you who is
dealing with your complaint;

discuss your complaint with you to understand why you remain dissatisfied and what
outcome you are looking for;

give you a full response to the complaint as soon as possible and within 20 working

days.
If our investigation will take longer than 20 working days, we will tell you. We will

agree revised time limits with you and keep you updated on progress.
What if 'm still dissatisfied?

After we have fully investigated, if you are still dissatisfied with our decision or the way we
dealt with your complaint, you can ask the Charity Commission who will be able to advise on
whether they may be able to assist. The charity Commission can be contacted at:

1t OV UK/ government/or dil

If we cannot resolve a fundraising complaint, a complainant can contact the Fundraising
Regulator.
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Getting help to make your complaint

For a quick guide to our complaint procedure, please see the summarised diagram.

A complaint may be made in person, by phone, email or in \ STAGE v2 .
writin ~ COMPLAINT /
g. . ‘ : .
INVESTIGATIO
You must decide whether the complaint should be dealt with e
at: Stage 1 - frontline resolution or Stage 2 - complaint
\ investigation j
v
A
Stage 1 / Stage 2 \

Always try to resolve the complaint quickly and to
the complainant’s satisfaction wherever possible

v

Y

1. Investigate where the complainant is still
dissatisfied after Stagel Outcome
2. Investigate where it is clear the
complaint is particularly complex or

requires detailed investiaation _/

Provide a decision on the complaint within five
working days unless under exceptional

circumstonces

i

Complaint closed, and outcome

recorded

Send an acknowledgement within three
working days

Provide a decision within 20 working
days unless there is a clear reason for
extending the timescale.
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Information for all complainants

If you have a complaint about a matter which is the responsibility of the Charity, and it has
not been possible to informally resolve this via front line resolution please complete the form
overleaf to enable us to investigate your complaint.

If you have relevant documentary evidence to support your complaint, it should be submitted
with this form. Evidence submitted should be as concise as possible and relevant to the
complaint. Unreasonable quantities of evidence or evidence which is deemed not to be
relevant to your complaint may not be considered. Investigation of your complaint will not
commence until you confirm that your supporting documentation is complete; please see
Section 3 of the form.

The complaint form and any supporting documents will be seen by the person investigating
your complaint, by anyone named in the complaint and by relevant staff in the department(s)
being complained about.

Once completed, this form should be submitted by email to nip65@msn.com or by post to:

The Manager

SPLASH

1 Wigram house Community Centre
Wades Place

London E14 ODA
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Personal Details

First Name:

Surname/family name:

Address:

Email:

Telephone:

Your Complaint
A. Please provide a summary of your complaint below (300 words max).

B. Please describe what action you have taken to pursue the complaint to date (200
words max)

C. Please provide a brief explanation of the issue(s) you consider to be unresolved (400
words max).

6 Last Updated April 2020




. 4
oy v
Stec

@ w
SOUTH POPLAR & LIMEHOUSE
ACTION FOR SECURE HOUSING

“It takes a community to grow a child”
Chasity Number: 1056985

D. Please explain how you would like your complaint to be resolved (200 words max).

E. If you are submitting a complaint more than six months from when you first became
aware of the problem, please provide a brief explanation for the delay (200 words
max).

Supporting documentation

Do you wish to submit any supporting documentation for consideration?
Yes/No

If “Yes”, please tick here to indicate that what you have submitted is complete D

Signature:

Date:
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SPLASH

Alkhad Al Lead Safeguarding or Welfare Officer:
SPLASH Youth Manager Sister Christine Frost

The Workhouse Leisure Centre St. Matthias Community Centre

Poplar High Street 113 Poplar High Street, Woodstock Terrace,
London E14 OAF London E14 OAE

Telephone: 0207 5107799 Telephone: 07852 716 262

Email: alkhad.ali@neighboursinpoplar.com Email: nip5@msn.com

Mohima Kamaly

SPLASH Play Office

St. Matthias Community Centre

113 Poplar High Street, Woodstock Terrace,
London E14 OAE

Telephone: 0207 093 0673

Email: Mohima@splashplay.org

SPLASH lead:
Currently:

Alkhad Ali, SPLASH Youth Manager, The Workhouse Leisure Centre,
Poplar High Street, London E14 OAF
Telephone: 0207 5107799

Tower Hamlets Safeguarding Children Board:
Tower Hamlets Social Services, 22-28 Underwood Road, London E1 5AW
Tel: 0207 364 3444/ 0207 364 5006 (out of office hour)

< (ji/ ~%v— /% ) ~
Manager signature: g/ AT ek Dpate: (S /OL}—{ZUZL

Safeguarding Officer: ‘W\«\. Date: _\S -0 ez

: 7

Review date
This policy will be reviewed every two years or sooner in the event of legislative changes or
revised policies and best practice.
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