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Policy

Herts Disability Sports Foundation (HDSF) views complaints as an opportunity to
learn and improve for the future, as well as a chance to put things right for the
person [or organisation) that has made the complaint.

Our policy is:

* To provide a fair complaints procedure which is clear and easy to use for
anyone wishing to make a complaint.

= To publicise the existence of our complaints procedure so that people know
how to contact us to make a complaint.

* To make sure everyone at HDSF knows what to do if a complaint is received.
* To make sure all complaints are investigated fairly and in a timely way.

= To make sure that complaints are, wherever possible, resolved and that
relationships are repaired.

» To gather information which helps us to improve what we do.

We genuinely welcome feedback (both positive and negative) from any individual,
volunteer or organisation who has a legitimate interest in HDSF, including the
general public. A complaint can be made in person, by phone, by email or in writing

Confidentiality

All complaint information will be handled sensitively, telling only those who need to
know and following any relevant data protection requirements.

Responsibility

Overall responsibility for this policy and its implementation lies with the board of
trustees of HDSF.



HDSF Complaints Procedure

Contact details for complaints

If you wish to make a complaint, please:

Speak to the lead member of staff at the activity or event, or

Wirite to the Administration Manager, Herts Disability Sports Foundation, c/o
Knights Templar School, Park Street, Baldock, Herts SG7 6DZ. or

email the Administration Manager at fiona hdsf@yahoo com.

Phone the Administration Manager on 01462 600193.

Receiving Complaints

Compilaints received by telephone or in person need to be recorded.

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

Write down the facts of the complaint,
Take the complainant's name, address and telephone number.

Note down the relationship of the complainant to HDSF, e g. donor, volunteer,
sponsor,

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

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.

Ideally, all complaints will be dealt with as quickly as possible — if it can be resolved

there and then, we will do so. But we will make a record of every complaint so that

we can monitor HDSF performance.



Resolving Complaints

Stage One

Complaints received on site/at an activity

Complaint received — face 1o face

Explain whg‘e you can't
Do it resolve issue
Check back with the immediately. Offer
complainant - are they alternative solutions, if
happy with the way it you can.
has been resolved? Are they happy with
the altematives?
Yes
Yes No
v y
_ Ask for their contact details
Take 33::&:‘“ contact ’ (name, phone number, email)
details, pemussion, | ¢ and let them know that the
and pass hese Lo the Admin Admin Manager will be in
waager (|bv me or em?':) . | contact within 3 working days.
details complain Pass on the details to the
and how it was handled. Admin Manager as soon as
you can.




If the complaint relates to a specific person, they should be informed and given a
further opportunity to respond. Ideally complainants should receive a definitive reply
within a month of the onginal complaint. 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 10 investigate the
complaint, the conclusions from the investigation, and any action taken as a result of
the complaint. The decision taken at this stage is final, uniess the Board decides it is
appropriate to seek external assistance with resolution.

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 a Chair or trustee should not
also have the Chair and/or trustee involved as a person leading a Stage Two review.

Monitoring and Learning from Complaints

Complaints are reviewed annually to identify any trends which may indicate a need
to take further action.

Sources;
e hitps://www gov.uk/complain-about-charity

e https://www.gcu.ac.uk/media/gcalwebv?/theuniversity/supportservices/guidelin
esandpalicies/GCU CHP Flowchart pdf

e https://assets.publishing service gov.uk/government/uploads/system/uploads/at
tachment data/file/284733/rs11text. pdf




