COMPLAINTS PROCEDURE

1. SCOPE

This covers the processes to deal with complaints from staff, volunteers, trustees and service users.
2. PRINCIPLES

Anyone who feels that they have been adversely affected by the behaviour or actions of a member of Asian Elders Resource Centre staff, volunteer or trustees that takes place while they are acting on behalf of Asian Elders Resource Centre may make a complaint.

3. MAKING THE COMPLAINT

 Complainant may make the complaint orally in the first instance if to raise an issue, but if the conflict is a serious they must make a formal complaint in writing.

Staff, volunteers, members, and Board of Trustees cannot help the complainant with the complaint, but the complainant may be accompanied, facilitated, advocated for or represented by any other person of their choice.  When a member of the Board has a complaint made against them, they are entitled to ask someone outside the Organisation to help them, e.g. someone from another voluntary organisation.

If the complaint is against a member of the Management Committee or member of staff/volunteer the complainant should raise the complaint with the Chair of the AERC
If the complaint is against the Chair, it should be raised with the  Vice-chair or the Secretary who will select other members of the committee to help them 

Where appropriate complaints are made against members of staff/volunteers, it will be dealt with through the staff/volunteer disciplinary procedure.  With appropriate complaints, Asian Elders Resource Centre’s constitution (Article of Association) and policies will form the basis of the investigation into the complaint.

The person dealing with the complaint will acknowledge the complaint within three working days.  They will investigate the complaint within fourteen days: this will either notify the complainant of the outcome or give a reason for the delay.  In every case the complainant will be advised of any action taken as a result of their complaint.

4. APPEAL

If the complainant is not satisfied with the result of a complaint against a member of staff/volunteer, they can appeal to the Board of Trustees through the Chair.  The committee will delegate one of its members to investigate the matter and report back to the committee.  The person against whom the complaint is made may be asked to put their case to the board or answer questions, but will be excluded from being present when the matter is discussed or decided on.

Where you are not satisfied with the outcome of the complaint, you have a right of appeal to the Adult Social care services within the Bolton Council for review. 
5 RECORDS

5.1
All complaints together with the outcome of the complaints procedure will be recorded and reported to the Board of Trustees as soon as possible after the complaints procedure has been completed.
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