COMMUNITY

ACTION
Concerns and Complaints Flow chart SUFFOLK

Strerglhening he voluntary and commuraly seclor

Stage 1 — Informal _
. Concern/ Complaint about one of our
Concern or Complamt services or members of staff

v

ey .
difficult/ inappropriate raise Raise your concern/ q regarding the line manager —

- . S complaint directly with officer raise directly with their senior

it directly with their line manager
manager/ senior manager

v

How?
\
. Via our
In person Email Phone complaints form
on our website

| | | |
v

Your complaint/ concern will be acknowledged in 5 working days of receipt

v

The outcome will be communicated within 10 working days

\—*

Stage 2 _ Formally If you would like If you are not
i . . your complaint to satisfied with
registering a Complaint be formally outcome from
investigated stage 1
If raising your complaint is about the v

CEO please post your complaint to the
Chair of Trustees marked private and |
confidential

How?

v y v

Via our
Email Letter complaints form
on our website

‘ | [
. Post:
. Ema_ul: Marked confidential to Louise Bradshaw, HR Manager,
hr@communityactionsuffolk.org.uk Community Action Suffolk, Brightspace, 160 Hadleigh Road,
Ipswich, IP2 OHH

v

Your complaint will be acknowledged in 5 working days

v

The outcome will be communicated within 10 working days from the date of
acknowledgement

v

Stage 3 — Appeals If you are not satisfied with the response you can appeal the decision

v

How?

o

Email Letter

\ \
v

To Chief Executive marked confidential to
Community Action Suffolk, Brightspace, 160 Hadleigh Road,
Ipswich, IP2 OHH within 7 days of receipt of outcome from stage 2

v

Your complaint will be acknowledged by the CEO within 5 working days

The investigation report will be reviewed and a decision will be made within 15
working days

v v
Uphold action e changgs @
recommendations/
taken :
actions
v
Outcome of appeal will be made in writing. The decision reached at the appeal
stage is final

v

The decision reached at the appeal stage is final




