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1. Policy Statement

Light Project Peterborough (LPP) is committed to delivering high-quality services and
maintaining the highest standards of integrity, accountability and professionalism.

Our vision is:

"To enable and equip the church and community to heal the broken-hearted, set free the
oppressed, and bring good news to the poor."

We recognise that feedback, concerns, compliments and complaints are valuable
sources of information that help us improve our services, strengthen relationships and
ensure accountability.

LPP welcomes complaints and is committed to responding fairly, respectfully, promptly
and transparently. We believe that everyone has the right to raise concerns without
fear of discrimination, disadvantage or retaliation.

All complaints will be treated seriously and investigated appropriately.
2. Purpose
The purpose of this policy is to:

e Provide a clear and accessible process for raising complaints.

e Ensure complaints are handled fairly and consistently.

e Resolve concerns wherever possible at the earliest opportunity.

e Promote learning and continuous improvement.

e Protect the rights of complainants.

e Support accountability and good governance.

e Ensure safeguarding concerns are identified and managed appropriately.
e Comply with legal and regulatory requirements.

3. Scope
This policy applies to:
o Service users.
e Beneficiaries.
e Members of the public.

e Partner organisations.
e Contractors and consultants.
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o Funders.
e Visitors.
o Anyone affected by the activities, services or decisions of LPP.

This policy applies to complaints regarding:

e Service delivery.

o Staff conduct.

e Volunteer conduct.

e Trustee conduct.

e Organisational decisions.

e Partnership activities delivered on behalf of LPP.
o Communications and engagement.

e Accessibility and inclusion concerns.

This policy does not apply to:

e Employee grievances.

e Volunteer grievances.

o Disciplinary matters.

e Whistleblowing disclosures.

o Safeguarding referrals.

e Contractual disputes with suppliers.
These matters will be managed under the appropriate organisational policy.
4. Definitions

A complaint is:

"An expression of dissatisfaction, whether justified or not, regarding the actions, decisions,
services, conduct or activities of Light Project Peterborough.”

Complaints may be made verbally, in writing, electronically or through other accessible
communication methods.

A compliment is an expression of satisfaction or appreciation regarding LPP's work,
services or staff.

A concern is an issue raised which may be capable of informal resolution without
requiring a formal complaint investigation.
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5. Principles of Complaint Handling
LPP is committed to the following principles:

o Complaints will be taken seriously.

o Complainants will be treated with dignity and respect.

o Complaints will be investigated fairly and objectively.

e Individuals involved will be treated fairly.

e Responses will be timely and proportionate.

e Learning will be identified and implemented.

e Reasonable adjustments will be made where required.

o Confidentiality will be maintained wherever possible.

o Making a complaint will not negatively affect access to services.
o Complainants have the right to appeal decisions.

When responding to complaints, LPP will:

o Listen carefully.

o Seek to understand concerns.

e Apologise where appropriate.

o Explain findings clearly.

o Take corrective action where necessary.
e Learn from outcomes.

6. Who Can Make a Complaint
A complaint may be made by:

o Service users.

e Beneficiaries.

e Family members or advocates acting with permission.
e Partner organisations.

e Members of the public.

o Community stakeholders.

o Individuals directly affected by LPP activities.

Where a complaint is made on behalf of another person, LPP may require evidence of
authority or consent unless safeguarding considerations apply.
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7. Roles and Responsibilities
Board of Trustees
The Board of Trustees is responsible for:
o Overseeing complaint management arrangements.
e Monitoring complaint trends and outcomes.
o Ensuring organisational learning takes place.
e Reviewing serious complaints.
o Ensuring adequate resources are available.
Chair of Trustees
The Chair of Trustees will:
o Consider complaints relating to the Chief Executive Officer.
o Participate in appeals where appropriate.
e Report significant issues to the Board.
Chief Executive Officer
The CEO is responsible for:
e Implementing this policy.
e Ensuring complaints are investigated appropriately.
e Monitoring complaint outcomes.
e Reporting significant complaints to Trustees.
e Ensuring organisational learning is implemented.
Managers
Managers are responsible for:
e Responding to concerns promptly.
o Attempting informal resolution where appropriate.
e Supporting investigations.
e Implementing improvements arising from complaints.

Employees and Volunteers

All employees and volunteers are responsible for:
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e Treating complaints seriously.

e Responding professionally.

e Reporting complaints promptly.
o Cooperating with investigations.

8. Informal Resolution

Many concerns can be resolved quickly through discussion.
Where appropriate, LPP will seek to:

e Listen to concerns.
e Provide explanations.
e Correct misunderstandings.

e Resolve issues immediately.

Informal complaints should be recorded and reviewed to identify trends and learning
opportunities.

Where concerns cannot be resolved informally, the complainant may submit a formal
complaint.

9. Formal Complaints Procedure
Formal complaints should be submitted:

e In writing.

e Byemail.

e Viathe complaints form.

e Through an agreed accessible format.
Complaints should normally be submitted within six months of the matter occurring.
Stage One - Acknowledgement
LPP will acknowledge receipt within 7 working days.
The acknowledgement will include:

o Confirmation the complaint has been received.

o Name of the investigating officer.

o Expected timescale.
o Contact details.
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e Information regarding support and accessibility needs.
Stage Two - Investigation
The investigating officer will:
e Review relevant information.
e Speak with individuals involved.
o Gather evidence.
o Consider policies and procedures.
e Reach findings based on available evidence.

Stage Three - Outcome

A written response will normally be provided within 20 working days of
acknowledgement.

The response will include:
e Investigation findings.
e Whether the complaint is upheld, partially upheld or not upheld.
e Reasons for the decision.
e Actions taken or proposed.

e Information regarding the appeals process.

Where investigations require additional time, the complainant will be informed of the
reasons and provided with an updated timescale.

10. Appeals

If the complainant remains dissatisfied, they may appeal within 20 working days of
receiving the outcome.

Appeals must state:

e The reasons for dissatisfaction.
o Any additional information relevant to the complaint.

An Appeals Panel will normally consist of:

e Three individuals.
e Atleast one Trustee.
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o Individuals not previously involved in the complaint.
The Appeals Panel may:
e Uphold the original decision.
e Amend the decision.
e Require further investigation.
The appeal outcome will normally be issued within 30 working days.
The appeal decision is final within LPP.
11. Complaints Involving Safeguarding
Where a complaint raises concerns relating to:
e Abuse.
e Neglect.
o Exploitation.
e Harm to a child.

e Harm to an adult at risk.

The matter will be referred immediately under the Safeguarding Adults and Children at
Risk Policy.

Safeguarding concerns will take priority over the complaints process.
12. Anonymous Complaints

Anonymous complaints will be considered on a case-by-case basis. Factors considered
will include:

e Seriousness of the allegations.
o Safeguarding implications.
o Availability of supporting evidence.
« Potential risks to others.
The ability to investigate may be limited where insufficient information is available.

13. Unreasonable or Vexatious Complaints

LPP recognises that, on rare occasions, complaints may become unreasonable.
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Examples may include:

e Repeated complaints about the same issue after completion of the process.
e Excessive correspondence.

e Abusive or threatening behaviour.

e Harassment of staff, volunteers or trustees.

Where this occurs, restrictions may be placed on future communications whilst
ensuring fairness and accessibility. Any such decision will be authorised by the CEO or
Chair of Trustees.

14. Confidentiality and Data Protection
Complaint information will be:

e Managed confidentially.

e Shared only where necessary.

o Stored securely.

e Retained in accordance with organisational retention schedules.

Information may be disclosed where:

1. Required by law.
2. Necessary to safeguard an individual.
3. Required for investigation purposes.

Personal information will be processed in accordance with applicable data protection
legislation.

15. Learning, Monitoring and Service Improvement
LPP is committed to learning from complaints.
Complaint reviews may identify:

e Service improvements.

e Training needs.

e Policy revisions.

« Risk management actions.

o Safeguarding improvements.
e Governance improvements.

Lessons learned will be shared appropriately across the organisation.
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16. Media Enquiries

Any media enquiry relating to a complaint must be referred immediately to the Chief
Executive Officer or Chair of Trustees.

Employees, volunteers and trustees must not provide media statements unless
authorised.

17. Monitoring and Review
LPP will monitor:

e Number of complaints.
o Complaint themes.

e Response times.

e Outcomes.

e Learning actions.

Reports may be provided to the Board of Trustees to support governance oversight.

This policy will be reviewed every two years or sooner where legislation, guidance or
organisational requirements change.

18. Legal Requirements

LPP is committed to compliance with all applicable legal and regulatory requirements
relating to complaints handling, safeguarding, equality, data protection and charity
governance.

Relevant legislation and guidance may include:

e Charities Act 2011.

e Equality Act 2010.

o Data Protection Act 2018.

o UK GDPR.

e Human Rights Act 1998.

e Charity Commission Guidance.

» Safeguarding legislation and statutory guidance.
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APPENDIX ONE - COMPLAINTS FORM
Name:

Organisation (if applicable):

Address:

Telephone:

Email:

Date of Complaint:

Details of Complaint
(Please provide full details)
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Outcome Sought

Supporting Documents Attached
Yes / No

Signature

Date
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APPENDIX TWO - ACKNOWLEDGEMENT LETTER TEMPLATE

Dear [Name]

Thank you for raising your concern under Light Project Peterborough's Complaints
Policy.

Your complaint was received on [date].
The matter will be investigated by [name].

We will undertake an initial assessment and keep you informed of progress where
appropriate.

LPP takes all complaints seriously and appreciates individuals who raise concerns in
good faith.

If you require support during the process, please contact [name].
Yours sincerely,

[Name]

[Position]

[Insert job title]
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