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Aim:

· To establish a clear procedure for parents/carers who wish to make a complaint

· To establish a clear procedure for Got2B staff to follow

· To treat all complaints/grievances seriously and confidentially 

Policy/Procedure

For the Parent/Carer:

· If you (the parent/carer) have a complaint or grievance ideally you would approach the member of staff involved, if you feel unable to do that you can speak directly to the Project/Session Lead.

· If you speak to the member of staff involved and are not able to reach a satisfactory conclusion they will be able to give you a Complaints form - which you can complete and give to the Manager who will discuss and hopefully resolve the issue with you.

· If you are still unhappy and wish to take the issue further the Complaints form will be passed to the Directors.

· If your grievance is with the Manager, your complaints form with go directly to the Directors.
· You should expect a response to your complaint within 10 working days. 
For Staff:

· If a parent/carer comes to you with a complaint the parent/carer must be listened to, taken seriously and treated with the utmost respect.

· Whether the complaint is about you personally or Got2B as a whole you must listen to the parent/carer and respond appropriately - in a non-defensive manner - in an effort to resolve the issue.

· This conversation must be reported to the Project/Session Lead.
· If you are not able to meet a satisfactory conclusion in your initial conversation with the parent/carer you must inform them of the grievance procedure and give the parent/carer a Complaints form.

· All complaints - even those that do not progress to an official grievance procedure (Complaints form) MUST be reported to the Manager.

· You must provide a response to the complainant within 10 working days. 
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Grievance / Complaint Form

Please complete this form and return it to the lead worker at the Got2B Project your young person attends.

 This person will acknowledge receipt of the complaint and explain what action will be taken. 

If your grievance is with the Project/Session Lead, please E-mail info@got2b.org.uk

You should expect a response to your complaint within 10 working days. 

Your name:

Child’s name:

Your relationship to the child:

Your Address:

Postcode:

Daytime telephone:                                                  Evening telephone:

Please give details of your complaint:
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