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1.  Background and Rationale 
1.1 VANL is a value-led organisation, including respect and care for others and a commitment to excellence.  
1.2 VANL is a learning organisation which aims to improve what we do, informed by feedback from the people we work with. 
1.3 VANL hopes that our respect and care for others and our commitment to excellence means we do not receive many formal complaints, however, if we do, we are committed to responding appropriately and learning from any formal complaint. 

2. Scope  
2.1. VANL welcomes feedback, suggestions and formal complaints from external stakeholders as they help us learn and improve what we do.

2.2 VANL invites regular feedback from our external stakeholders through surveys and conversations. If an external stakeholder wishes to initiate positive or critical feedback, they are welcome to provide this at any time in person, by phone or email to an appropriate member of VANL staff or a trustee. However, this policy sets out arrangements for formal complaints initiated by an external stakeholder where 
· either they feel VANL’s response to their informal, critical feedback has not been adequate
· or the seriousness of the issue requires a formal complaint from the outset. 

3. Process
3.1 VANL’s complaints process aims to be:
· easy and straightforward for the complainant
· timely and polite
· fair and constructive. 
Where VANL has got things wrong, our response will include an apology and how we will put things right. 
3.2 How to Make a Complaint
[bookmark: _Int_exs88qiu]3.2.1 Complaints should be sent by email using VANL’s complaint form below. 

3.3. Confidentiality 
3.3.1 VANL will maintain confidentiality regarding the complaint unless:
· Investigation and resolution of the complaint requires discussion with others
· the complaint involves a matter requiring disclosure to external bodies

3.3.2 Where VANL is required to involve or disclose the complaint to others, VANL will advise the complainant of this in writing.
3.4 Response to Complaints
3.4.1 VANL will acknowledge receipt of the complaint as quickly as possible – usually within five working days. However, if the recipient is on leave an automatic out of message will be received advising of the date of their return and who to contact during their absence. 

3.4.2 VANL aims to provide a written response to complaints as quickly as possible, usually within 14 days. If the response will take longer than this, VANL will advise the complainant with reasons for the delay.

3.4.3 If the complainant is not content with the written response, they may appeal by requesting a meeting with VANL’s Complaint Appeals Group which involves two trustees and an independent person. 
3.4.4 The Group will consider the initial response, investigate further as appropriate and provide a further and final response within 28 days.  The Group may invite the complainant to meet with them. The complainant may bring along a colleague to support them.
[document ends]








VANL Complaints Form
Please use this form to make a complaint about Voluntary Action North Lanarkshire. Please return the form to our CEO maddy.halliday@vanl.co.uk
If the complaint is about the CEO, please return to ryan.young@vanl.co.uk who will forward to the trustee chair of VANL’s HR Committee.
Your Name: 

Email: 

Phone: 

Nature of your complaint: please summarise your complaint here, providing sufficient information for VANL to understand, investigate and respond to the complaint. 
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