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1 Aims

Coastline Sight and Hearing aims to provide the best possible services by engaging
in a two-way dialogue between the charity and its beneficiaries in the local community.
This policy provides people with the opportunity to participate in providing feedback
and making complaints about Coastline Sight and Hearing and the services and

provisions the charity offers.



The policy applies to trustees, volunteers, employees and beneficiaries of Coastline
Sight and Hearing. The charity encourages trustees, volunteers and employees to feel
empowered about offering comments or complaints about any aspect of their roles or
with regards to service delivery. It is also essential to ensure that service users and
the wider community have the opportunity to provide feedback, comments or

complaints about Coastline Sight and Hearing’s activities.

Community feedback and comments are an essential component of successful
funding bids. Feedback plays an important part in shaping services and projects at
Coastline Sight and Hearing, and evaluating the charity’s progress, output and
success in achieving stating outcomes. Therefore it is essential that Coastline Sight
and Hearing provides a multitude of opportunities and forums to capture community

comments and feedback.

Coastline Sight and Hearing welcomes constructive criticism as an opportunity to
learn. The charity will accept and process complaints in a non-judgemental,
professional and courteous way. Trustees, volunteers and employees are empowered
to resolve issues and minor complaints directly when possible. Where the complaints
are of a more serious nature, this procedure will outline the steps to take towards

resolution.

2 Capturing and Processing Complaints, Comments, and Feedback

Trustees and managers should ensure that opportunities exist for individuals to
provide the charity with comments and feedback about its services. Trustees and
managers have the responsibility to ensure all volunteers and employees are
equipped to gather and record such information and the importance of doing so is
emphasized. Trustees and managers will safely store routine comments and feedback
about specific services, or regarding specific aspects of operations, to ensure an
adequate amount of information is available when evaluating services or measuring

progress towards stated outcomes. Information that is characterised as comment or



feedback should be processed and stored this way. Information that constitutes a

complaint requires an alternative process and response.

3 Complaints

In the first instance, when a member of the public wishes to make a complaint they
should complain to the charity directly unless they suspect illegal activity. An individual
can make a complaint to the charity either by completing a complaint form, writing a
letter to the trustees or managers, telephoning or sending an email to the charity.
Frontline volunteers and employees can also support individuals to complete a
complaint form if the individual has a disability and is unable to complete the form
themselves as a result. If the individual telephones a trustee or manager, the trustee,
manager or their nominee will summarise the contents of the call and capture this on

a complaints form.

When the trustee or manager has received the complaint they will then notify the
individual in writing that they have formally received this and will be undertaking a fact-
finding investigation (If the complaint is in relation to that trustee or manager, this
procedure will be completed by a different trustee or manager). The trustee or
manager in the acknowledgement letter will indicate an anticipated timeframe for
completion of the fact-finding phase. Usually this phase should last no more than 10
working days, but may take longer. The trustee or manager will also inform the Chair

of the Board of Trustees about the nature of the allegation.

The trustee or manager will store the complaint form or printed copy of the email
containing personally identifiable or sensitive information in a manner consistent with
the Data Protection Policy and GDPR. The document will be kept in a secure way and
it will be safely discarded 6 months after the issue has been resolved and the learning

points occurred.



The trustee or manager has the opportunity to undertake the fact-finding themselves
or delegate this responsibility to an appropriate other. When the fact-finding is
complete, the trustee or manager will write to the person who made the complaint
summarising the steps taken, the information gathered, and any relevant actions or
conclusions. The response letter will also detail how to appeal the outcome. If the
person who made the complaint wishes to appeal the outcome of the fact-finding
phase, they can write to the Chair of the Board of Trustees who will then investigate
the matter and respond to the appeal usually within 15 working days of receipt of the

appeal letter, though this may take longer.

4 Our Approach

Complaints will be processed fairly and professionally with outcomes, reflection,
feedback and learning utilised to improve service delivery. Volunteers and employees
are empowered to deal with any minor complaints. If the front line volunteers and
employees are unable to rectify the complaint, or the complaint appears too serious to
resolve informally, then they should immediately report the matter to the trustees or
managers who will investigate the circumstances and record the outcomes.
Breaches of the Code of Conduct will be responded to seriously as a disciplinary
matter under the charity’s disciplinary procedures and may involve either formal or
informal action depending on the seriousness of the breach, impact on others and the
past behaviour of the individual.

If there is found to have been a breach of conduct, the trustees may decide:

e Toissue an informal warning.
e Toissue a formal warning.
e Toremove the individual as a trustee, volunteer, employee or member.

e To refer the matter to the appropriate authorities.



5 Confidentiality

Within all stages of this complaints procedure the right of the parties involved to
confidentiality, within the parameters of the Data Protection Policy and existing
confidentiality statement, must be observed. In addition any trustee, volunteer or
employee not adhering to this policy and the guidelines set out within it may

themselves face disciplinary action.

6 Regulators

If the individual is not happy with how the charity deals with the complaint, they should
contact the relevant regulator.
More information about this can be found on the Charity Commission website at

www.gov.uk/complain-about-charity

Contact Info

info@coastlinesighthearing.org

07751428131

Unit 1

The Street

12 Lower Clark Street
Scarborough

YO12 7PW

Registered Charity No: 1198829


mailto:info@coastlinesighthearing.org

