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POLICY AND PROCEDURE
CONCERNS AND COMPLAINTS POLICY
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1. Statement of policy
The aim of this policy is to communicate the commitment of the Trustees and Management of Beyond the Wall to ensure service users feel that their views are listened to and acted upon.
The Beyond the Wall manager encourages an atmosphere in which people’s views and concerns are discussed and acted on before they develop into problems. The manager will ensure that service users are aware of the complaints procedure and know how and whom to tell about their concerns or complaints.
2. Scope of Policy
This Concerns and Complaints Policy applies to the following:

· Employees

· Contract workers

· Learners
· Volunteer workers

3. Commitments

We are committed to ensuring that the following procedure will be adhered to:

· Discussion of the concern or complaint between the complainant and the project manager and try to resolve the issue without resorting to formal proceedings
· Respond to a concern or complaint immediately as far as practicably possible, and always within 24 hours of the concern or complaint being reported
· Explain the complaints procedure to the complainant
· Involve family, carers, advocate or others as appropriate

· Ensure that the complainant is not victimised for making a complaint

· Keep a written, formal record of any concern or complaint raised, the subsequent investigation, action taken and the outcome.

4. Formal complaint procedure
In the instance where the complainant is not satisfied after following the above procedure, they may contact the nominated trustee, and if still dissatisfied, the Chair of the Trustees
If the complaint is about the Manager, the complainant should contact in the first instance the nominated trustee.
This policy is fully supported by the Trustees and has been agreed with the project manager.
5. Implementation
The Chairman of the Trustees has specific responsibility for the effective implementation of this policy. Each Trustee, manager and supervisor also has responsibilities and we expect all our employees to abide by the policy and help create the environment which is its objective.

In order to implement this policy we shall:
· Communicate the policy to employees, job applicants and relevant others (such as contract workers and clients )

· Incorporate specific and appropriate duties in respect of implementing the policy into job descriptions and work objectives of all staff

· Provide training and guidance as appropriate, including training on induction and management courses

· Ensure that those who are involved in supporting service users are fully aware of the Concerns and Complaints procedures
· Incorporate Concerns and Complaints information into general communications practices (e.g. newsletters)

· Obtain commitments from other persons or organisations  such as subcontractors or agencies that they too will comply with the policy in their dealings with our organisation  and our workforce
· Ensure that the adequate resources are made available to fulfil the objectives of the policy, including issuing guidance on Code of Behaviour to all staff as part of the induction process – see appendix ii and appendix iii
6. Monitoring and review

We will establish appropriate information and monitoring systems to assist the effective implementation of our Concerns and Complaints policy.

The effectiveness or our Concerns and Complaints policy will be reviewed regularly (at least annually) and action taken as necessary. 
Date: …………………………………

Signature: ……………………………..…..    Chairperson (Beyond The Wall)

Signature: ………………………………….    Manager (Beyond The Wall)

See additional relative policies and procedures:

· Confidentiality

 Appendices

· Appendix i – Beyond the Wall contact information

· Appendix ii – Code of Conduct guidance (this will be issued as a laminated 3 fold wallet size easy reference guide)

· Appendix iii – What do I do if…..

Appendix i
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Thornham Walled Garden
Thornham Magna, Eye, Suffolk IP23 8HA

email admin@beyondthewall.org.uk
tel 01379 788700

Beyond the Wall is part of the Thornham Field Centre Trust, charity number 292229




Project Manager Angie Brett

Nominated Trustee Doris Erith

Chairperson Judith Gowland

Appendix ii

	
VUNERABLE PEOPLE FIRST
	Code of behaviour

	Vunerable Person Protection - A code of good practice
	DO get to know this code & remember to put it into practice at all times, even sensitive moments such as dealing to bereavement or abuse

	
	DO treat everyone how you wish to be treated i.e. with dignity and respect

	It is the policy of Beyond The Wall to safeguard the welfare of all clients by protecting them from physical, sexual and emotional harm
	DO treat all clients equally –  have no favourites

	
	DO respect clients' right to privacy

	
	DO try to do activities that involve at least two other people where possible, or at least are within sight and hearing of others

	
	DO make sure that other staff members/volunteers know your whereabouts & what you are doing & carry a mobile

	For all staff and volunteers
	DO think about how someone else may interpret your actions

	Essential Information - keep it with you
	DO avoid unacceptable situations within a relationship of trust e.g. a sexual relationship with a client over the age of consent

	What happens if…?
	DO avoid being drawn into inappropriate attention seeking behaviour e.g. tantrums, crushes & story telling

	If you suspect abuse, a young person confides in you, or a complaint is made about any adult or about yourself, it is your duty to report the concern.
	DO raise any concerns you have about clients, staff, volunteers, or anyone else who comes into contact with TWG with your manager.

	If you are told about abuse by someone else:
	DO make sure that everyone is aware of the Walled Garden’s vulnerable person protection procedures – this includes volunteers and helpers

	1. Allow the person to speak - accept what is said and do not interrupt
	DO take any allegations or concerns/signs of abuse seriously and immediately refer to your manager

	2. Do not judge them or the situation - offer understanding and reassurance
	DO take action! DO ask your manager for guidance!

	3. Inform them that you must pass the information on
	__________________________________________________________

	4. Immediately tell your manager but do not discuss with anyone else
	

	5. As soon as possible write notes of what you were told, and what was said, as it was said
	DO NOT dismiss allegations, or make light of abuse

	6. Sign, date and pass your notes to your manager
	DO NOT form a relationship with a young person, that is an abuse of trust

	7. Stay calm, and prevent anything happening that may cause further concern and upset
	DO NOT permit abusive peer activities e.g. initiation ceremonies

	
	DO NOT engage in inappropriate behaviour or contact- physical, verbal or sexual

	Note: In an emergency (person at imminent risk of significant harm) contact police or social services direct, inform your manager of the action you have taken.
	DO NOT make suggestive remarks or threats to a client, even in fun

	If you have a concern about a person’s safety and well being:
	DO NOT use inappropriate language – writing, phoning, emailing or internet

	1. Immediately tell your manager, or in their absence a Trustee
	DO NOT ignore & let any allegation, or concern about abuse go unreported

	2. Write notes of what you witnessed, heard or were told, try to be as accurate as possible

	3. Sign, date and pass your notes to your manager

	4. Stay calm, and prevent anything happening that may cause further concern and upset

	

	If you receive a complaint or allegation about staff, volunteers or about yourself:

	1. Immediately tell your manager, or in their absence a Trustee

	2. Write notes of what you witnessed, heard or were told, try to be as accurate as possible

	3. Sign, date and pass your notes to your manager

	4. Stay calm, and prevent anything happening that may cause further concern and upset

	Note: Any staff member or volunteer has the right to report and concerns, or suspicions about another member in confidence and free from harassment.

	You must refer; you must not investigate.

	


Appendix iii


	Emergency – what do I do?

	Inform Manager/ Lead Project Worker immediately when:

	Someone suffers a personal injury requiring a doctor, dentist or hospital

	Someone requires rescuing where rescue involves an Emergency Service

	Someone dies

	Third party property is damaged

	Complete the following on the same day:

	Accident Record Sheet: Blanks stored in 1st Aid room.  Give completed form to administrator

	Incident form:  Either general or personal or both

	Day book:  To inform others to look in incident or client file

	Contact Details

	
	

	Beyond the Wall

	Beyond the Wall Office
	01379 788700

	Doris Erith, Trustee
	01379 898210

	Judith Gowland 
	07714895916

	
	

	DON'T
	

	Make an admission of liability

	Initiate contact with the news media

	
	

	DO

	Keep a record of actions and communications

	Refer all news media to the Manager

	
	

	Take care when making statements if the news media do turn up.  Stick with confirmation of basic facts.

	
	

	ACCIDENTS

	
	

	In the event of an accident to an individual:

	
	

	Alert the appropriate emergency services

	Alert the manager, or if unavailable, a Trustee. 



	Signed:


	

	Date: 


	

	Renewal date:  (in either 3 years time or earlier if issues arise or there are legislative changes)


	

	Review/renewal dates:
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