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Purpose of this Policy
Greenwich Homeless Project (GHP) is committed to delivering safe, respectful and high-quality services. We welcome all feedback, including complaints, as an opportunity to resolve concerns, learn, and improve. This policy sets out how complaints can be made, how they will be handled, and the rights of those raising concerns. This procedure applies to all volunteers, guests, visitors and members of the public. Staff complaints are covered separately under GHP’s grievance and disciplinary procedures.

Our Commitments
GHP commits to:
· Treating all complaints seriously, fairly and promptly
· Ensuring the process is accessible to everyone, including those with disabilities, language barriers or support needs
· Making reasonable adjustments under the Equality Act 2010
· Handling personal information in line with our GDPR policy 
· Ensuring no-one is treated unfairly for raising a complaint
· Ensuring learning from complaints informs service improvements
· Cooperating with external bodies such as the Charity Commission, Local Authority Safeguarding Teams, and the Information Commissioner’s Office (ICO) 
when appropriate

What Is a Complaint?
A complaint is any expression of dissatisfaction about:
· The safety, quality, accessibility or any other aspect of GHP’s work
· The services provided by GHP
· The behaviour or actions of staff, other volunteers, or trustees 
· Decisions made by GHP.
Complaints can be verbal, written, through an advocate or representative or anonymous (though this may limit investigation).
Some issues are governed by different policies and procedures:
· Safeguarding concerns are handled under GHP’s Safeguarding policy 
· Data protection complaints are handled under our GDPR policy 
· Staff issues are dealt with through our Disciplinary and Grievance policy
· Serious incidents involving risk to staff, volunteers, guests or others which will be handled directly by our trustees.
If a complaint contains information that indicates a safeguarding risk or concern, the safeguarding procedure will take precedence, and the complaint will be managed in line with safeguarding duties.

Accessibility and Support
GHP will ensure the complaints process is accessible by accepting verbal complaint, providing translation or interpretation if needed, allowing a representative, support worker or advocate to complain on someone’s behalf, helping complainants to put concerns in writing, making reasonable adjustments for disabled complainants.

Making a Complaint
Once a compliant has been made, it is the duty of the relevant staff member to ensure details of verbal complaints are noted and that the complainant agrees with the notes and then the complaint passed to the CEO within 24 hours. 

a) Stage 1 

The CEO will seek an early resolution (stage 1) to the complaint by following this procedure: acknowledge the complaint within 3 working days, agree with the complainant how best to resolve the issue, support them to express their concerns clearly if needed. They will then investigate the complaint by reviewing the written complaint, speak with relevant staff or volunteers, seeking any further clarification from the complainant and then attempting to resolve the issue promptly, normally within 10 working days. At the end of the process the complainant will receive: a written outcome, unless it was purely informal, an explanation of any action taken, and details of their right to escalate to stage 2 if unsatisfied. If the complaint is about the CEO, Stage 1 will be handled by the Chair of Trustees.

b) Stage 2
If the complainant is dissatisfied with the Stage 1 response, they may request a Stage 2 review. This request may be written, verbal or through an advocate. Support will be offered to put the complaint into writing if needed.
The trustees will appoint a panel of two trustees who were not involved in Stage 1, are impartial and able to review the matter objectively. This panel will acknowledge receipt within 3 working days, review the Stage 1 investigation, request further information, if necessary, offer the complainant the opportunity to attend a meeting (with a friend or advocate), reach a decision normally within 20 working days, provide a written decision, including reasons. In any case, the decision will be made within a maximum of 40 working days unless the complainant is notified of delays. The panel’s decision is final within GHP.
If still dissatisfied, the complainant may contact:
· Charity Commission – for issues involving governance, serious incidents, misuse of funds, or misconduct
· Local Authority Safeguarding Team – for concerns about abuse or neglect
· Information Commissioner’s Office (ICO) – for data protection concerns
· Funders or local authority commissioners (if relevant)’
GHP will provide contact details on request.
Recording, Data Protection and Confidentiality
GHP will maintain a secure record of all complaints, including complainant details, actions taken, outcome, learning identified. Themes and learning from complaints will be incorporated into staff and volunteer training where appropriate.

All records will be stored securely, accessible only to authorised personnel and retained for six years unless there is a reason to keep them longer. Personal data will be processed according to UK GDPR principles.

Confidentiality will be maintained except where information must be shared with statutory bodies due to safeguarding, criminal activity, or legal obligations.
The CEO will report anonymised complaint data to the Board of Trustees at least annually, identify themes and areas for improvement, ensure actions are implemented, update policies or training where appropriate. 
The Trustees will consider whether any complaint constitutes a reportable serious incident under Charity Commission rules.
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