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1. Who is covered by this policy?

All staff, trustees, volunteers, service user, associates and third parties using Open Door Exmouth’s
services.

2. What is covered by this policy?

This policy covers how any individual can make a complaint and how Open Door Exmouth will deal with
the complaint.

3. Purpose of the policy

The purpose of this policy is to ensure that no person encountering Open Door Exmouth ever feels that
they have not had an excellent experience, or that their feedback or complaint has not been taken
seriously and dealt with empathetically and efficiently.

Feedback from team members, customers, clients, service users, associates and third parties, and how
we deal with it, is invaluable in helping us to continuously improve. Negative feedback and complaints
are particularly helpful in pinpointing what we need to do better and, if we deal with complaints
effectively, we can often improve our relationships with all those we meet.

4. Making a complaint to Open Door

We aim to handle complaints quickly, effectively and in a fair and honest way. We take all complaints
seriously and use valuable information from investigating to help us improve our service.

Complaints may be received by any member of staff, volunteer or trustee and can be made in different
forms, including:

e letter or email

e comments on a feedback form

e in person from a delegate, speaker, trainer or service user

e by phone

e by social media.

All complainants will be referred to this policy and procedure, paper copies of which can be found in
each Open Door location and on SharePoint.

If the complaint is reported verbally, we may ask the complainant to provide further details in writing.
We need to be told:

¢ What went wrong

e How it should be put right

e Theimpact
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5. How we handle complaints

However the complaint reaches Open Door Exmouth, the following procedure will be followed:

Stage 1

Stage 2

Stage 3

Recording the complaint

The person receiving the complaint will ensure Parts 1 and 2 of the Open Door Exmouth'’s
Complaint Form is completed (APPENDIX 1) and pass it to the Head of Operations or
CEO.

Dealing with the complaint

The Head of Operations or CEO will initially review the complaint. We will aim to
acknowledge receipt of the complaint within 24 hours where possible (not including
weekends) and at least within 5 working days. We will provide the complainant with the
name and contact details of the person investigating it.

Resolving complaints

We will attempt to resolve the complaint, working with the relevant Service Leader if
appropriate, and document actions taken on Part 3 of the Open Door’s Complaints Form.
We aim to have all complaints completed within 28 working days unless a different time-
scale has been agreed. If the complainant is not satisfied, they should contact Open
Door again and we will arrange for the Chair of Trustees, who has not had any dealings
with the matter, to review the initial decision. We will write to the complainant within 28
days of receiving a request for a review, confirming our final position on the complaint
and explaining our reasons. Further steps to be documented to Part 4 of the Complaint
Form.

6. Time Limits

Complaints should be communicated as soon as possible after the date on which the event occurred.
If a complaint is received more than twelve months later, we may not be able to investigate properly.
Consideration will, however, be given as to whether there was a good reason for not making the
complaint sooner and whether, despite the delay, it is still possible to investigate the complaint
effectively and fairly.
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Appendix 1 Complaint Form
This form is to be completed for all complaints received by whatever means (including in

writing, by email, in person or by phone). Please attach copies of any written correspondence
to this form when complete and send it to the Head of Operations or CEO.

Part 1: Complainant details:

Name: Phone number:
Address: Email address:
Relationship with Open Door Complaint received by:

(customer, service user, professional etc)

Date received: Received via:

Part 2: Details of problem:

Please provide full details of the nature of the problem including what the complainant thinks went
wrong, how they think we should put it right and the impact on them (ensure you include all facts
clearly).

Part 3: Details of problem resolution:
Please detail how we plan to resolve the issue with the complainant and outcome.

Part 4: Further steps if resolution not met at Part 3:

Completed by (name):

Date completed:
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