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Complaints Procedure for Baby Necessities Southampton

Baby Necessities Southampton is committed to maintaining high standards across all
aspects of its work to our service users and referral partners. However, we recognise that
there is always the possibility that we may fail to meet high standards that we set for
ourselves.

Board of Trustees — info@babynecessities.co.uk

Chair, Operations Manager - Hayleigh Jarvis — Hayleigh@babynecessities.co.uk

Trustee, Business Manager - Lauren Denham — Lauren@babynecessities.co.uk

Treasurer — Diane Bachofer
Trustee — Chloe Jarvis

Trustee — Robyn Tomat
Trustee — Kate Burrans

Trustee — Grace Kuczynski
Trustee —Jade Thomas

What constitutes a complaint?

We see a complaint to be any expression of dissatisfaction with any aspect of Baby
Necessities Southampton which is under the control of the organisation, employees or
volunteers.

What to do if you have a complaint

If there is anything to do with Baby Necessities Southampton about which you feel you need
to complain, please tell us as soon as possible. If we do not know about a problem, we
cannot begin to resolve it for you and take action to ensure it does not happen again.

Resolving complaints

We will address each complaint in a sensitive, fair, transparent, equitable, professional and
unbiased manner through the following complaints handling process.

We will operate at all times from the premise that any person is entitled to express his or
her views on our services and that those views should be taken seriously where this is
warranted. We will not, however, tolerate any abusive or discriminatory language or
behaviour towards any of our employees, volunteers or trustees, and may decline to
investigate a complaint further in such circumstances. At all times we will treat you with
understanding and respect. We ask that you do the same for our employees, volunteers and
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trustees. Confidential information in relation to your complaint will be handled sensitively.
We are not able to respond to anonymous complaints. We cannot deal with matters for
which Baby Necessities Southampton is not directly responsible.

What we will do on receipt of your complaint

e We will listen, record your complaint and then acknowledge receipt of your
complaint by email or post within five working days of receipt.

e We will advise you how your complaint will be handled, who will be handling it, and
when you can expect a reply.

e We will request any further information from all relevant parties. If your complaint
involves an employee, volunteer or trustee, this person will have the opportunity to
express their point of view, accompanied by a friend. We will not disclose your name
during our investigation unless you give us permission to do so.

¢ We will inform you of the conclusions of the investigation, take any necessary action
to resolve the problem and tell you what that action is.

e Where an in-depth investigation is required, we aim to provide a full response within
twenty working days. We will advise you if exceptional circumstances make that
timescale impossible.

e We will take steps to avoid a repeat occurrence or if necessary exclude a
person/persons from Baby Necessities Southampton.

e Any decision to exclude a person from the organisation due to discriminatory or
harassing behaviour will be made in reference to Baby Necessities Southampton’s
Constitution.

What if our response does not satisfy you?

If you are not happy with our response, please let us know and your complaint will be
reviewed again and it will be decided whether it is appropriate to seek external assistance
with resolution.

How to contact us

You can email us at info@babynecessities.co.uk

You can also write to us at: Unit 16 Basepoint, Premier Way, Abby Park Industrial Estate,
Romsey, SO51 9AQ.
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