[image: image1.jpg]



SPLASH/YOUTH SCHEMES 
Complaints Policy
Splash/Youth Schemes aim to provide high quality services which meet the aims and objectives of our organisation and individual projects. 
In order to ensure our services remain at a high and improving standard, we have a procedure through which you can let us know if for any reason you are not satisfied with your dealings with the organisation. Our policy is to deal with all complaints fairly.  
To achieve this, the following procedures will apply:
	· Where a young person makes a complaint and would like to be assisted through the process, Splash will seek access to an advocate to support them or the young person may nominate their own advocate. 
· All complaints will be recorded in writing and held on file which will include details about the date when the complaint was received, the action required to resolve the complaint. Intermediate discussions about the complaint will also be recorded.
· All written complaints will be acknowledged in writing to the complainant confirming that it is being dealt with in accordance with our complaints policy. A copy of this policy will be forwarded to the complainant. 
· Splash/Youth Schemes undertake to investigate complaints properly and fairly. We will respond to all complaints within a period of ten working days upon receipt of the complaint.
· Where it is found that work is required or action needed to resolve the complaint then the work or action will be undertaken as quickly as possible and the complainant notified of action being taken. 
· Where a complaint is upheld Splash/Youth Schemes will inform the complainant of the action taken or outcome of the investigation.




Process
If you are not happy with any aspect of the Splash/Youth Schemes project delivery or process please speak to the relevant staff member or manager.
Often we will be able to give you a response or resolution straight away and no further formal process needs to be implemented.  

However, if you feel it is difficult or inappropriate to make a personal approach or if you feel the matter is more complicated then write to us and the following procedure will ensue. 
· We will hold your comments on file along with all subsequent information relating to the complaint.
· We will give you an initial written response within ten working days.
· We will investigate the complaint internally and collect the necessary details and information in order to aim to resolve the problem.
· This information will be passed to our Chair of Trustees with the aim of investigating your complaint properly and offering you an explanation and suggested resolution. This may be through a meeting or in writing.
· If after this response you are not satisfied please write to the Chair of Trustees who will report the matter to the next relevant Board Meeting and the Board will decide on any further steps to resolve the situation and contact you further following this meeting.
Contact Details:
The Manager

SPLASH/Youth Schemes

Chippenham Police Station

Wood Lane

Chippenham

Wiltshire

SN15 3DH

Tel: 01249 449763

E.Mail: splash@wiltshire.police.uk

Registered Charity Number: 1048590
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