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Stripey Stork is committed to maintaining high standards across all aspects of its work. However, we recognise that there is always the possibility that we may fail to meet the high standards that we set for ourselves. 

People in this Document
Chief Executive Officer – Nicola Dawes – info@stripeystork.org.uk
Volunteer Team Lead – Ruth Ritter – volunteer@stripeystork.org.uk
Board of Trustees and other staff members – see our website (www.stripeystork.org.uk)

What constitutes a complaint?
We see a complaint to be any expression of dissatisfaction with any aspect of Stripey Stork which is under the control of the Charity, its staff or volunteers.

What to do if you have a complaint
If there is anything to do with Stripey Stork which you feel you need to complain about, 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 doesn’t happen again. We will provide reasonable adjustments to ensure accessibility for people with disabilities or specific needs. To request this policy in a different format or to get support making a complaint, please contact us by phone, email, or in person. We are happy to make reasonable adjustments as required.


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 staff, 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 staff, volunteers and Trustees.

Confidential information in relation to your complaint will be handled sensitively.  Anonymous complaints will be considered at the discretion of the Chair of Trustees, depending on the seriousness of the issues raised and the information provided. A log of all complaints will be maintained and monitored by the trustees at least annually to identify trends, risks, or areas for organisational improvement. All personal data will be processed in accordance with our Privacy Policy and the UK General Data Protection Regulation (UK GDPR). We cannot deal with matters for which Stripey Stork is not directly responsible. 

Dealing with complaints informally
If you have a complaint relating to your work or the people you work with you should, where possible, start by talking it over directly with the person(s) involved and clearly outline what you feel should be done to alleviate the situation. You may be able to agree a solution informally between you.

If this is not an option, discuss the matter directly with our Volunteer Coordinator or our Chief Executive Officer. 

The people involved will be asked to comply with the best solution identified by all involved.  Whether or not the complaint has been resolved, it should be brought to the attention of our Chief Executive Officer within 5 working days of the complaint being made.  

All information will be treated in the strictest confidence.

Dealing with formal complaints
If the matter is serious and/or you wish to raise the matter formally you should set out the complaint in writing to our Chief Executive Officer at info@stripeystork.org.uk or Stripey Stork, 51a Albert Road North, Reigate RH2 9EL.  Please include your full postal and email contact details. If your complaint relates to a safeguarding issue or serious misconduct, we may refer it to our Designated Safeguarding Lead or treat it under our Whistleblowing Policy. If the complaint involves a conflict of interest (e.g., against the Chief Executive Officer), a different trustee or independent person will be appointed to handle the matter.

What we will do on receipt of your complaint
· We will record your complaint and then acknowledge receipt of your complaint by email or post within five working days of receipt
· We will advise you how your complaint will be handled, who will be handling it, and when you can expect a reply.
· We will request any further information from all relevant parties.  If your complaint involves a member of staff or volunteer, 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 (subject to the terms of Stripey Stork’s Privacy Policy).
· 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
· Our Chief Executive Officer will, if necessary, escalate your formal complaint to the Board of Trustees depending on the complexity or seriousness of the issue.

What if our response does not satisfy you?
If you are not happy with our response, you can request that your complaint is reviewed at Board level. We will then pass your complaint on to our Board of Trustees.

The request for Board level review should be acknowledged within five working days of receipt. The acknowledgement should say who will deal with your complaint and when you can expect a reply.
The Board of Trustees may investigate the facts of the case themselves or delegate a suitably senior person to do so. This may involve reviewing the paperwork of the case and speaking with the person who dealt with the complaint initially. The person who dealt with the original complaint should be kept informed of what is happening.

If the complaint relates to a specific person, they should be informed and given a further opportunity to respond. Ideally you should receive a definitive reply within a month. If this is not possible because, for example, an investigation has not been fully completed, then a progress report should be sent with an indication of when a full reply will be given.  Whether the complaint is upheld or not, the reply to you should describe the action taken to investigate the complaint, the conclusions from the investigation, and any action taken as a result of the complaint.  The decision taken at this stage is final, unless the Board of Trustees decides it is appropriate to seek external assistance with resolution.

External Stage
As Stripey Stork is a registered charity, you can complain to the Charity Commission Regulator at any stage. Information about the kind of complaints the Charity Commission can involve itself in can be found on their website (https://www.gov.uk/complain-about-charity). 

Review of this Policy and Complaints Received
This policy will be reviewed by our Trustees every 12 months and all complaints received will be brought before the Trustees for review at our regular Board meetings. Through this process of regular review, we aim to improve our services to you and to ensure that any lessons learned are implemented within the organisation.

Variation of the Complaints Procedure
The Trustees may vary the procedure for good reason. This may be necessary to avoid a conflict of interest, for example, a complaint about a staff member or trustee should not also have the staff member and/or trustee involved as a person leading the review of that complaint.
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