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Complaints Policy

February 2024



1.0 	PURPOSE

To ensure that all staff, and other interested parties of The Angels Foundation UK (TAF) services are aware of the Complaints Policy and procedure to be followed to ensure:

· Effective, early,	 and where possible, positive resolution of complaints with an apology where appropriate
· Complaints are thoroughly and properly investigated
· Complainants are treated with dignity, respect and courtesy, provided with assistance and advice to make a complaint, and receive a timely and appropriate response
· Organisational learning from complaints through analysis
· Management of all complaints in an open and transparent manner

This policy deals only with formal complaints. 

Complaints made by staff relating to employment matters will not be dealt with under this procedure. 




2.0	RESPONSIBILITIES

All staff for recording initial complaints 
Management and Administrative Officer for preparation of performance management information.

4.0	PROCEDURE DETAILS AND GUIDANCE

4.1	Information for Staff 

4.1.1	All staff will be made aware of the complaints scheme as part of their induction programme.


4.2	Making a Complaint

4.2.1	Complainants must not be discriminated against or victimised where complaints are made.

4.2.2	Complaints can be made in a variety of ways:
· In writing via letter, or the complaint form to: The CEO, PO Box 784 Cambridgeshire PE29 9RU
· By e-mailing support@angelsfoundation.org.uk
· Anonymously if complainants prefer.

4.2.3	If a complainant prefers, a complaint can be made verbally/in person to any member of staff.

4.2.4	Complaints may be refused or terminated in the following circumstances:
· Where the same complaint has previously been investigated by TAF and been closed
· Where the complainant has made persistent or unreasonable demands
· Where the complainant displays vexatious behaviour
· Where the complaint relates to a matter that occurred more than 12 months ago, unless the complainant had good reasons for not making the complaint within the time period

Reasons for refusing or terminating a complaint should always be recorded and the complainant informed in writing by the CEO.

4.3	Support and Advocacy

4.3.1	Some complainants may need support to register a complaint and staff should provide appropriate assistance or signpost to suitable, non-chargeable advocacy services if required. TAF accepts complaints made by advocates on behalf of a complainant when they have signed a consent form.
4.3.2	Where a third party will be involved on behalf of a complainant, staff should assist the complainant to complete a signed consent form to enable TAF to respond appropriately.




4.4	Logging and Acknowledging Complaints – within 3 working days

4.4.1	All complaints must be brought to the attention of the CEO.  The CEO will handle all complaints.

4.4.2	The CEO will acknowledge the complaint in writing within 3 working days of receipt of the complaint using the TAF acknowledgement letter template and save a copy on the company drive. This letter will include a summary of the actual complaint as recieved and stating a 20-working day response time for investigating the complaint.

4.5	‘Thorough’ Investigation of Complaints – within 20 working days of receipt

4.5.1	The CEO should contact the complainant within 5 working days of receipt of the complaint to tell them how they intend to carry out their investigation and arrange to meet/speak with the complainant if necessary and determining/reflecting any communication preferences.

4.5.2	The CEO should clarify the complaint with the complainant to make planning the investigation easier – be clear about what is within your remit to investigate.

4.5.3	The ‘thorough’ investigation must be objective, impartial, and, findings must be reasoned, understandable and evidenced to demonstrate a responsive and well led service.

4.5.4	The ‘thorough’ investigation should consider:
•	What has happened
•	What should have happened
•	What is the difference between the two
•	What lessons have been learned and what needs to change

4.5.5	The CEO should document their ‘thorough’ investigation in a report, including people interviewed, records examined, and conclusions reached. Copies of all correspondence should be retained electronically.

4.5.6	The CEO should complete their ‘thorough’ investigation within 20 working days of acknowledgement of the complaint and record any actions taken to date and future actions required with timescales and responsible persons identified and notified.

4.5.7	All complaints must be concluded within 20 working days except in exceptional circumstances which must be communicated to the complainant. 

4.5.8	In these exceptional circumstances, the CEO must contact the complainant to advise of an extension of a further 10 working days to complete the investigation. The CEO should send a holding letter to the complainant and update the response required date accordingly.

4.5.9	Where the CEO determines that a complaint should be refused or terminated, they should document the reasons and write to the complainant explaining the decision.

4.5.10	When the ‘thorough’ investigation is complete, the outcome must always be communicated to the complainant in writing and a copy saved electronically.  Before this letter is sent, the CEO must:
•	Ensure that the reasons to support the conclusion are included in the letter
•	What steps the complainant can take if they are unhappy with the outcome of the complaint which must include the right to contact the appropriate Ombudsman or commissioning authority.

4.5.11	If the complainant has indicated other communication preferences the outcome must also be communicated in accordance with these.

4.5.12	In line with regulatory and contractual requirements, following completion of a ‘thorough’ investigation, no further investigations should be undertaken.

4.5.13	If at any stage of the ‘thorough’ investigation, a complainant does not respond to requests for information or fails to co-operate, the CEO should write to the complainant advising that the complaint will be closed within 5 working days and recorded as unwarranted.

4.6	Request for Review.  If the complainant advises within 20 working days of the final response letter that they would like a trustee to review the ‘thorough’ investigation, the complaint should be escalated to the board.

4.6.1	The CEO will acknowledge the review in writing within 3 working days of receipt of the request. This letter will include the contact details of the chair of the board, stating a 20-working day response time for reviewing the complaint. 

4.6.2	The board should review the ‘thorough’ investigation, consider any new information, record progress, and contact the complainant within 5 days of the escalation.  The board is responsible for ensuring that a holding letter (if appropriate) and final decision letter are sent within timescales above and electronic copies stored. 

4.7	Further Advice

4.7.1	If the complainant is not satisfied once the ‘thorough’ investigation has been concluded, with the outcome of a requested review or they wish to seek further advice at any time, they are able to refer matters as appropriate to:
 
•	https://forms.charitycommission.gov.uk/raising-concerns/ for serious complaints and where the charity has already responded to your complaint, and you are still dissatisfied
•	You can contact your local Councillor of Member of Parliament at any time 

4.10	Reporting

4.10.1	The CEO is responsible for producing the following reports and statistics on the number and type of complaints: -

Board Report: will scrutinise quarterly statistics of the complaints received in the quarter, year to date figures, analysis of trends and service improvements with a view to improve performance.

5.0 Data Protection and Privacy Complaints

The Angels Foundation UK is committed to protecting the privacy and personal information of all service users, beneficiaries, volunteers, staff, trustees, donors and supporters.
Individuals who have concerns about how the charity has collected, used, stored, shared or otherwise processed their personal information may make a data protection complaint under this policy.

Complaints may be submitted:
· By email to: support@angelsfoundation.org.uk
· Via the charity’s website contact form
· In writing to the charity’s registered office address

The complaint should include sufficient information to enable the charity to investigate the matter, including details of the concern and any relevant dates, correspondence or supporting information.

Upon receipt of a data protection complaint, The Angels Foundation UK will:
· Acknowledge the complaint within 30 calendar days;
· Investigate the complaint without undue delay;
· Keep a record of the complaint and any actions taken;
· Provide a written response outlining the outcome of the investigation and any remedial actions where appropriate.

Where a complaint concerns the handling of personal data, it may be investigated by the Chief Executive Officer, Privacy Officer, Data Protection Lead, or another appropriately authorised person.

If the complainant remains dissatisfied following the charity’s response, they have the right to refer the matter to the Information Commissioner’s Office (ICO).

Information about how personal data is collected, used and protected can be found in The Angels Foundation UK’s Privacy Notice and Data Protection Policy.


Date of Policy:  	June 2026

Signed by CEO:  	Caroline Deeprose
Example/template letters 

Complaint Acknowledgement Letter


[insert applicant name]
[insert address]

[insert date]

Dear [insert complainant name]

Re: Complaint 

Thank you for your complaint dated XXXXX.  As part of our policy, we would like to acknowledge receipt of your complaint.  

We are sorry to hear our service fell short of expectations on this occasion and will be undertaking an investigation of your complaint.  I will be the investigating officer undertaking this process for you and will have completed my investigation and communicated the outcome to you, within 20 working days from the date of this letter.  

In exceptional circumstances where this cannot be completed within 20 working days, I will communicate this to you in writing and extend the response time to a further 10 days.  
I enclose a copy of our complaints process for your information.

Thank you for letting us know of your concern, and for your patience while we explore the matter.  If you have any questions concerning this letter or would like to discuss the complaint, please contact me through the details below. 

Yours Sincerely, 


[insert staff name, 
position, 
email address
telephone]











Complaint Acknowledgement Letter 2

[insert applicant name]
[insert address]

[insert date]

Dear [insert complainant name]

I am writing to let you know that we are still investigating the complaint you made on [insert date].

We are gathering all the relevant information to ensure you are provided a solution as soon as possible.

Thank you for your patience while we explore the matter. 

If you have any questions concerning this letter, or would like to discuss the complaint please contact [insert name of investigating officer, position, contact number]

Yours Sincerely, 

[insert staff name, 
position, 
email address
telephone]





















Complaint Final Response 



[insert name]
[insert address]

[insert date]

Dear [insert complainant name]

The investigation into the concerns your raised on [insert date] is now complete.

I will address each point in the conclusive paragraph below (state the point, then address each area individually with an outcome – upheld/not upheld/partially upheld). 

As a result of your complaint, we have taken the following action(s):

State the actions that will be taken to our practices and the overall decision of the complaint - Not Upheld/Partially Upheld/Upheld 

I would like to thank you for bringing these matters to our attention and apologise that on this occasion you had cause for complaint.  

If you are not fully satisfied with the way we have handled your complaint you or have any questions concerning this letter please contact [insert name of investigating officer, position, contact number] as an escalation to our board as per our policy. 

Yours Sincerely, 

[insert staff name, 
position, 
email address
telephone]












How to Make a Privacy or Data Protection Complaint

If you are unhappy with how The Angels Foundation UK has handled your personal information, we encourage you to contact us in the first instance so that we can investigate and resolve your concerns.

You can submit a complaint:
Email: support@angelsfoundation.org.uk
Post:
The Angels Foundation UK
PO Box 784
Cambridgeshire
PE29 9RU

We will acknowledge your complaint within 30 calendar days and investigate it without undue delay.

If you remain dissatisfied after receiving our response, you may complain to the Information Commissioner’s Office (ICO):

Information Commissioner’s Office
Wycliffe House
Water Lane
Wilmslow
Cheshire
SK9 5AF

Website: www.ico.org.uk
Telephone: 0303 123 1113

image1.png
FOUNDATIONYUK




