BCEP Complaints Procedure

INTRODUCTION

Hallmarks of charity effectiveness: “Accountable and transparent-

An effective charity is accountable to the public and other stakeholders in a way that is transparent and understandable. In order to demonstrate this, the charity: welcomes both positive and challenging feedback from its stakeholders and has well-publicised, effective and timely procedures for dealing with complaints about the charity and its activities. These explain rights to complain and appeal and give details of the process and likely timescales”
ANY COMPLAINTS?

BCEP is an independent environmental charity, with the aim of contributing to Bradford District’s sustainable regeneration, through effective environmental programmes, inspired by community need. BCEP is committed to providing quality services to its members and users and to operate in a transparent and accountable manner. As part of this commitment, we operate a complaints procedure that is detailed below.
DEFINITIONS

A complaint is an expression of dissatisfaction about the standards of service provided by BCEP, which an individual user or a group of users claim has affected him, her or them.

A service is an act of help or assistance provided by BCEP to an individual user or a group of users.

A stakeholder is anyone with an interest in BCEP. For example, donors, users, staff, volunteers, trustees and people from partner organisations can all be described as stakeholders.

A user is anyone who uses or benefits from BCEP’s services or facilities, whether provided on a voluntary basis or as a contractual service.

WHO TO COMPLAIN TO

Complaints about BCEP services, administration or the conduct of BCEP staff should be marked “confidential” and addressed to the CEO (Carlton Smith) or, to the Chair of the Board of Trustees (Janet Jewitt), see below for guidance, at:
BCEP, Unit 13, Carlisle Business Centre, Carlisle Road, BRADFORD. 
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COMPLAINTS SHOULD BE:

1. Preferably be in writing (from stage 2 onwards a complaint has to be written to constitute a formal complaint)

2. From (a) named individual(s) - even if on behalf of a group or (an)other person(s). Anonymous complaints will not be acted upon.

3. Specific and factual, including pertinent facts, dates and circumstances. 
COMPLAINTS WILL BE:

1. Taken seriously

2. Formally acknowledged

3. Investigated, within ten working days of receipt.
4. Acted upon, lessons derived from upheld complaints will influence BCEP future service delivery and/or administrative procedures and/or staff conduct.
5. On conclusion findings will be communicated to all parties concerned.
6. Records of the number, nature and outcome of complaints received, will be kept. This information will be analysed and evaluated and learning points from complaints communicated throughout BCEP to improve the services offered. 
7. Statistically summarised and annually published in the BCEP annual report and on our website: www.bcep.org.uk
Confidentiality is both expected and assured at all times

1. 
GUIDING PRINCIPALS
1.1
The Complaints Procedure applies to all BCEP, clients, stakeholders and employees ‑ it exists to ensure that problems with BCEP services, administration or staff are solved as quickly and as fairly as possible. It is intended that both complaint and BCEP should view the use of this procedure in a constructive light, as BCEP will use intelligence gained to improve practices and services. 

1.2
The aim of the Complaints Procedure is to settle grievances fairly and it is intended to operate simply and rapidly. Every effort will be made to resolve the issue at the earliest possible stage, and at each stage efforts will be made in order to avoid proceeding to the next stage and to settle the issue amicably, whilst ensuring lessons are learnt and changes implemented.

1.3
At each stage of the procedure a complainant is entitled to be represented and/or accompanied by an independent representative or by any other person of his or her choice.

1.4 The date and time of (any) complaint hearing(s) shall be agreed between the complainant, their representative and the representative of BCEP (and, where relevant, the person(s) who are subject of the complaint).

1.5 The complainant and representative/friend will be allowed an adequate time to prepare their case, within the time limits as set out below.

1.6
If the complaint becomes unhelpful to the complainant and the organisation at any stage it can be formally withdrawn by the complainant, in which case all records will be confidentially shredded. 

2.
COMPLAINTS PROCEDURE
2.1
First Stage

If you feel aggrieved on any matter, you should discuss the case with the BCEP CEO, unless the complaint concerns the latter, in which case you may invoke Stage 2. The CEO will investigate the case, establish want is wanted as an outcome of the complaint and reply to you and the Chair of Trustees within 10 working days.

2.2
Second Stage


If you are dissatisfied with the reply, you or your representative may appeal by writing to the Chair of the Board within 14 days of receiving the reply, giving the grounds of the appeal. The Board will hear the appeal within 14 days of receiving it and will reply in writing within 10 working days of the hearing. Any member of the Board who has been involved in the procedure already will withdraw and take no part in the appeal. 

2.3
Arbitration


If the complaint remains unresolved then an independent body, such as Bradford CVS, will be agreed between the parties to act as an arbitrator.

2.4 
Feedback and improvement


BCEP may seek feedback from complainants about their experience of your complaints procedure, and use this to improve it. 
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