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Rebuilding Families – Journey to Justice

Complaints Procedure

Putting our complaints policy into action

1. Purpose

This procedure supports our Complaints Policy by outlining the steps for receiving, responding to, and resolving complaints made by clients, volunteers, or members of the public.

2. Who Can Make a Complaint?

Complaints can be made by:
· Individuals or families supported by Rebuilding Families
· Volunteers or facilitators
· Third parties, including professionals or members of the public

Complaints may be submitted formally or informally.

3. How to Submit a Complaint

Complaints can be submitted in the following ways:

📧 By email:
· sharon.rebuilding@familysupportgroup.info
· carrie.rebuilding@familysupportgroup.info

📨 In writing (by request):
· We will provide a postal address upon request if someone prefers to write by hand.

Complaints should include:
· The name and contact details of the person submitting it
· A clear description of the issue
· Names/dates/times if known
· Desired outcome (if any)

4. Informal Complaints

If appropriate, concerns may be resolved informally through:
· A conversation with the volunteer or facilitator involved
· Clarification or reassurance by a team lead

If resolved informally, no formal action or investigation will take place.

5. Formal Complaints – Step-by-Step

Step 1: Acknowledgement
· We will acknowledge the complaint within 5 working days of receipt.

Step 2: Review and Investigation
· Carrie W or Sharon T will review the issue.
· They may request further information from the complainant.
· The person named in the complaint may also be invited to respond.

Step 3: Outcome and Response
· A written response will be provided within 15 working days.
· If more time is needed, we will inform the complainant and provide a new timeframe.
· Where a concern is upheld, action will be taken to resolve the issue and prevent recurrence.

6. Appeal Process

If the complainant is unhappy with the outcome:
· They may request a further review, which will be led by the co-facilitator not involved in the original investigation.
· This secondary review will aim to respond within 10 working days.

7. Confidentiality and Record Keeping
· All complaints are handled confidentially and in line with data protection policies.
· Records of complaints will be stored securely and only shared on a need-to-know basis.
· A log will be maintained for the purpose of service review and improvement.

8. Learning and Improvement
· All complaints will be reviewed regularly to identify trends or areas for improvement.
· Training, policies, or support systems may be updated where necessary.

9. Monitoring and Review

This procedure will be reviewed alongside the Complaints Policy annually, or earlier if complaint trends or operational changes require it.

Date of Implementation: 27.05.2025
Next Review Due: 27.05.2026
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