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Policy Name Association Type
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Mission Statement 5

Notes

An associated policy is defined as meeting one or more of the following criteria:
1. It Is referred to by this policy

2. It refers to this policy

3. It covers a specific topic referred to by this policy

4. It covers a topic/procedural area that may be relevant to aspects of this policy
5. It has aspects that overlap and/or should be considered in conjunction with a
topic/procedural area covered by this policy

Each criterion that this policy satisfies is shown in the table above.
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1 - Introduction & Aims

The main purpose of HARE CIC is to improve the well-being of children and families.
Therefore, we aim to create an environment with a culture of openness, transparency and
accountability. We ensure that our board of directors includes non-executive directors who
feel confident to challenge our decisions and conduct in all areas of the business.

We aim to work in partnership with participants to deliver high-quality services for
everyone. It is important to us to regularly review our services and our practice and look at
where we can make improvements and how we can better meet the needs of our
participants and the community.

During our sessions we aim to create a nurturing environment where all participants feel
able to give us informal feedback on a daily basis. This enables us to continually improve our
services and better meet their needs. During our circle times there will be an opportunity for
adults and children to offer ideas and feedback. We hope that if any participant has a query,
feedback, or constructive criticism, they would feel able to raise it at circle time or speak to a
staff member in the first instance. The staff member will write down the feedback and
discuss it with the team.
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As a team, after each session we reflect on how the session went, what worked well, what
didn’t work well and any feedback from participants. We keep a working document of
proposed improvements which enables us to log feedback and ideas from staff, participants
or visitors, make decisions about how to move forward and track our progress on the
improvement. These could range from a new activity or resource, through to improving
safety.

We hope that the above measure will prevent the need for a formal complaint to be raised.
However, we do understand that our team are human and sometimes mistakes can be made
or lapses in judgement could occur.

If for any reason we fall short of our aims, we would like to be informed in order to amend
our practices for the future, therefore this policy sets out the procedure a complainant
should follow in the event that they feel they need to make a formal complaint. Our
complaints policy is accessible on our website at all times. Records of all complaints are kept
for at least three years. A summary of complaints is available for participants on request.

2 — Managing Complaints

The Manager is usually responsible for dealing with complaints following the procedure
below. The Manger will report all formal complaints to the Board of Directors.

3 - Complaints about a Member of Staff

If the complaint is about the manager, the board of directors or a senior member of staff
chosen by the Board will investigate the matter. Any complaints received about staff
members will be recorded on a Complaints log. Depending on the nature of the complaint
or incident, an Incident log may also be completed.

4 - Complaints Procedure

4.1 - Contact Details for Complaints
Complaints should be sent to info@harecic.co.uk

Verbal complaints may be made by phone to 07840 235 085
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4.2 - Receiving Complaints

Complaints may arrive through channels publicised for that purpose or through any other
contact details or opportunities the complainant may have. Complaints received by
telephone or in person need to be recorded. See Appendix 1 - Practical Guidance for
Handling Verbal Complaints, for advice on handling a verbal complaint.

The person who receives a phone or in person complaint should:

e Write down the facts of the complaint

o Take the complainant's name, address and telephone number

e If the complainant is making the complaint on behalf of someone else, note down
the relationship of the complainant to the subject, for example parent.

e Tell the complainant that we have a complaints procedure.
Tell the complainant what will happen next and how long it will take.

e Where appropriate, ask the complainant to send a written account by post or by
email so that the complaint is recorded in the complainant’s own words.

4.3 - Resolving Complaints

Complaints received will be dealt with in the following manner:

Stage one
Complaints about aspects of HARE CIC’s activities:

e The manager will discuss the matter informally with the participant concerned and
aim to reach a satisfactory resolution.

Complaints about an individual staff member:

e |f appropriate the participant will be encouraged to discuss the matter with the staff
member concerned, with the support of the Manager if required.

e |[f the participant feels that this is not appropriate, the matter will be discussed with
the manager, who will then discuss the complaint with the staff member and try to
reach a satisfactory resolution.
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Stage Two

If it is impossible to reach a satisfactory resolution to the complaint through informal
discussion, the participant should put their complaint in writing to the manager. The
manager will:

e Acknowledge receipt of the letter within 7 days.
Investigate the matter and notify the complainant of the outcome within 28 days.
Send a full response in writing, to all relevant parties, including details of any
recommended changes to be made to HARE CIC’s practices or policies as a result of
the complaint.

® Meet relevant parties to discuss HARE CIC’s response to the complaint, either
together or on an individual basis.

Stage Three

If the complainant feels that the problem has not been satisfactorily resolved at Stage Two,
they can request that the complaint is reviewed by a member of the Board. At this stage, the
Manager will pass the request for review to the Board, along with the original complaint, the
Manager's investigation paperwork, findings and response.

The request for a Board Member to review the complaint should be acknowledged within a
week of receiving it. The acknowledgement should say who will deal with the case, their role
within the organisation and when the complainant can expect a reply.

The person who receives Stage Three complaints may investigate the facts of the case
themselves. This may involve reviewing the paperwork of the case and speaking with the
Manager or person who dealt with the complaint at Stage One and Two. If the complaint
relates to a specific person, they should be informed and given a further opportunity to
respond.

The person who dealt with the original complaint at Stage One & Two should be kept
informed of what is happening.

Ideally complainants should receive a definitive reply within 28 days. If this is not possible
because for example, an investigation has not been fully completed, a progress report
should be sent with an indication of when a full reply will be given.

Whether the complaint is upheld or not, the reply to the complainant should describe the
action taken to investigate the complaint, the conclusions from the investigation, and any
action taken as a result of the complaint.
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The decision taken at this stage is final, unless the Board decides it is appropriate to seek
external assistance with resolution.

Stage Four - External Stage

The complainant can complain to the Community Interest Company Regulator at any stage.
Information about the kind of complaints the CIC Regulator can involve itself in can be found
on their website. Scroll down to the third paragraph.

The CIC Regulator Complaints and appeals
CIC Regulator

1st Floor

Companies House

Crown Way

Cardiff

CF14 3Uz

Email cicregulator@companieshouse.gov.uk

24-hour voicemail service 029 2150 7420

5 - Variation of the Complaints Procedure

The Board may vary the procedure for good reason. This may be necessary to avoid a
conflict of interest, for example, a complaint about the Chair should not also have the Chair
as the person leading a Stage Three review.

6 - Child Protection & Crime

If the complaint is regarding a safeguarding or child protection concern about a member of
staff, a Raising a Safeguarding Concern form will be completed. The manager will refer the
situation to HARE CIC’s Designated Safeguarding Lead, who will then contact the Local
Authority Designated Officer (LADO) and follow the procedure in point 8 of our Safeguarding
Children Policy. If the complaint is regarding the DSL, it will be investigated by the Deputy
DSL with support from the board of Directors. Please see our Safeguarding Children Policy
and our Child Protection Procedure for more information on how we keep children safe.

If a criminal act may have been committed, the manager will contact the police.

7 - Monitoring and Learning from Complaints
Complaints are reviewed annually by the Board of Directors to identify any trends which may
indicate a need to take further action.
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This policy was adopted by: HARE CIC Date: 09/02/2023

To be reviewed: 09/02/2023 Signed: C. Berrow, Director

Written in accordance with the Statutory Framework for the Early Years Foundation Stage (2021): Safeguarding
and Welfare Requirements: Complaints [3.75-3.76].

Appendix 1 - Practical Guidance for Handling Verbal Complaints
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Remain calm and respectful throughout the conversation.

Listen - allow the person to talk about the complaint in their own words. Sometimes
a person needs to "let off steam".

Don't debate the facts in the first instance, especially if the person is angry.

Show an interest in what is being said.

Obtain details about the complaint before any personal details.

Ask for clarification wherever necessary.

Show that you have understood the complaint by reflecting back what you have
noted down.

Acknowledge the person's feelings (even if you feel that they are being
unreasonable) - you can do this without making a comment on the complaint itself or
making any admission of fault on behalf of the organisation e.g "l understand that
this situation is frustrating for you".

If you feel that an apology is deserved for something that was the responsibility of
your organisation, then apologise.

Ask the person what they would like done to resolve the issue.

Be clear about what you can do, how long it will take and what it will involve.
Don’t promise things you can’t deliver.

Give clear and valid reasons why requests cannot be met.

Make sure that the person understands what they have been told.

Wherever appropriate, inform the person about the available avenues of review or
appeal.
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