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Rebuilding Families – Journey to Justice

Complaints Policy

Nonprofit Volunteer Support Group

1. Policy Statement

Rebuilding Families is committed to providing a respectful, supportive, and high-quality experience for the families we serve and the volunteers who work with us. We take all feedback seriously and welcome complaints as an opportunity to improve our services.

We are committed to resolving concerns in a timely, transparent, and respectful manner.

2. Scope

This policy applies to:
· Individuals and families receiving support
· Volunteers, staff, and facilitators
· Any member of the public interacting with our organisation

Complaints may relate to:
· The quality of support provided
· Behaviour or actions of a volunteer or facilitator
· Concerns about communication, confidentiality, or conduct

3. What Is a Complaint?

A complaint is any expression of dissatisfaction about:
· Services received
· The behaviour of volunteers or facilitators
· The organisation’s policies or decisions

We encourage informal resolution where possible but will treat all complaints seriously.

4. How to Make a Complaint

Anyone wishing to make a complaint may do so by:

📧 Emailing:
sharon.rebuilding@familysupportgroup.info
carrie.rebuilding@familysupportgroup.info

📨 Or in writing to:
Rebuilding Families
(Please request address via email if needed)

Complaints should include:
· Name and contact information
· A clear description of the issue
· Dates and names involved (if known)
· Any action taken or requested

Anonymous complaints will be considered based on seriousness and available information.

5. How We Handle Complaints
1. Acknowledgement:
We will acknowledge all complaints within 5 working days.
2. Investigation:
· A review will be conducted by Carrie W or Sharon T.
· The complainant may be contacted for further information.
3. Response:
· A full written response will be provided within 15 working days of acknowledgment.
· If the issue requires more time, we will update the complainant accordingly.
4. Resolution:
Where possible, we will resolve the issue and confirm the agreed outcome in writing.

6. If You Are Not Satisfied

If the complainant is dissatisfied with the outcome:
· A further review may be requested, to be carried out by the other co-lead (Carrie or Sharon).
· In serious cases, advice may be sought from an external body or advisor.

7. Confidentiality and Fairness
· All complaints will be treated with respect and confidentiality.
· No one will be treated unfairly or disadvantaged for raising a concern.
· We will ensure the process is fair, impartial, and non-retaliatory.

8. Record Keeping and Learning
· Complaints will be logged confidentially and stored securely.
· We will regularly review complaints to learn from them and improve our service.
· Where necessary, we will update our procedures, policies, or training.

9. Policy Review

This policy will be reviewed annually or earlier if needed based on complaints received or changes in practice.
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