DOORSTEP LIBRARY

Waords take you places

Complaints Policy

Aim of this Policy

Doorstep Library is committed to the highest standards of openness, probity and accountability.

The aim of this policy is to establish a consistent and clear process for managing complaints and
to provide a mechanism by which individuals can make a complaint directly to us about us or our
service. If you suspect illegal activity, contact the police on 101

Who is this policy for?
This policy applies to all Doorstep Library volunteers, service users, members of the public and
external stakeholders (there is a separate Grievance Procedure for Doorstep Library employees).

Investigating Complaints

We aim to investigate all complaints promptly, thoroughly and fairly and to do whatever we can to
make things right if the complaint is justified. We will explain why we do things in a certain way if
we do not think that any change should be made.

We will treat all such disclosures in a confidential and sensitive manner. The identity of the
individual making the allegation may be kept confidential, so long as it does not hinder or frustrate
any investigation. However, the investigation process may reveal the source of the information
and the individual making the disclosure may need to provide a statement as part of the evidence
required.

If an individual makes an allegation in good faith, which is not confirmed by subsequent
investigation, no action will be taken against that individual. In making a disclosure the individual
should exercise due care to ensure the accuracy of the information. If, however, an individual
makes malicious or vexatious allegations, and particularly if he or she persists with making
them, action may be taken against that individual.

The following matters are excluded from our complaints service:

e Complaints about issues where more than 12 months has passed, unless they form
part of an ongoing issue.

o Complaints where we have no responsibility and/or are not the statutory body for
decision making (such as the police, NHS or Local Authority services or courts
system).

o Complaints in which legal/court proceedings have formally started (such as a Claim-
Form and Particulars of Claim having been filed at court) or have been issued.

e Formal claims for liability or personal injury, which need to be appropriately assessed
by our insurer.

o Complaints that have previously been considered and exhausted our internal
complaints process, including matters then dealt with by the Charity Commission for
England and Wales and/or any other similar such body.

e Serious complaints against staff (concerning the conduct, behaviour and/or decision
making of staff) where internal disciplinary or relevant procedures are in place,
although we will acknowledge the concerns and explain how they are going to be
investigated.

e First stage complaints relating to decisions where existing appeals processes are in
progress



How to make a complaint

To make a complaint, please email us at complaints@doorsteplibrary.org.uk. If you do not have
access to email, please ring 020 8870 1476 and select extension 5 and we will arrange for a
form to be sent to you.

How we will deal with complaints

Days 1-5

We will notify you in writing/by email within the first five working days of receipt of your complaint,
to confirm that we have received it and to let you know who will be dealing with it. You will also
be asked to state what your desired outcome is.

Days 1-15

We will investigate your complaint thoroughly over the next 10 working days and advise you of
the outcome of our investigation by the end of that period (the person investigating your complaint
may contact you during this time for clarification/further information if necessary).

If the nature of the complaint is complex and more time to investigate/resolve it is required, we
will notify you of this during this time frame. Where this is the case, we will provide you with an
update as regularly as the process allows.

Appeal Procedure

If you are not satisfied with the action taken to resolve your complaint, please contact the CEO
(katie@doorsteplibrary.org.uk/ tel 07557 790925). If the complaint cannot be resolved at this level,
the CEO will refer the matter to the Board of Trustees, who will decide on any further steps. The
decision of the Board of Trustees is final.

Contacting the Regulator

If you remain dissatisfied with the outcome of the investigation after we have gone through all of
our internal procedures, including appeals, we recognise the lawful rights of the complainant to
contact the relevant regulators, including the Charity Commission.
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