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COMPLAINTS POLICY 

A complaint is any expression of dissatisfaction about the actions, or omissions, of the Association, or its members; that requires a response. 

PRINCIPLES GOVERNING THE ASSOCIATION’S RESPONSE TO A COMPLAINT 

The Committee members of the Association will do what they can to resolve a complaint informally, without using formal procedures, wherever this is possible. 
All complaints will be handled confidentially, and information will only be shared with those who have a need to know e.g. the person complaining, those who have a formal complaint made against them (in order for it to be formally investigated), those investigating the matter, or the appeal manager.
The Association does not have to investigate a complaint if it considers there is no, or insufficient evidence that the complainant has been significantly affected by the matter complained about. 

The Association will notify the complainant either verbally, or in writing, if their complaint is not a complaint, or a matter for the Association to investigate, and their reasons for their decision. 

Complaints will not be considered if the complaint is made more than six months after the event or decision complained about, unless the Association considers there is a good reason, such as illness or other personal circumstances, that have prevented the individual from complaining earlier. 

The Association will not investigate any complaints that may constitute a criminal offence. This includes any complaints that may relate to safeguarding children or adults at risk of harm or domestic abuse. The complainant will be encouraged to report these matters to the police. 

At any stage of the complaints process, the Association may decide to end its involvement in the investigation of the complaint. The reasons for this could include any of the following:  
a) Lack of sufficient evidence
b) No significant impact on the complainant
c) Unreasonable behaviour by the complainant towards other members, or members of the Committee of the Association. 
d) If the complaint is vexatious, malicious, or repetitive
During the raising or handling of a complaint, if an individual’s behaviour becomes unacceptable e.g. aggressive or abusive, they may be subject to informal or formal warnings. The Association will also not tolerate vexatious, malicious, or frivolous complaints and reserves the right to terminate the investigation or take appropriate action if such behaviour is identified.

In some cases, where the conditions of membership have been grossly breached, this could lead up to, and including, revoking their membership. 

Any member has a right to ask for arbitration in line with Section 57 of the Rules of the Association.

RECORD-KEEPING 
  
An independent note taker may be present at all formal meetings to take the official minutes. 

It can be requested by the delegated committee member to have a note taker at informal meetings, in individual cases e.g. where there are concerns of unacceptable behaviour.  

The independent note taker will be a committee member who will not have any other involvement in the investigation of the complaint. They are not permitted to make any decisions regarding the complaint or investigation.   

The Association will keep the following records for a period of 3 years from the date of a final decision on a complaint: 

a) Copies of any correspondence from the complainant; 
b) Contact details of the complainant;
c) Details of the investigation of the complaint; 
d) Decisions not to investigate, or to cease investigating a complaint for any reason, including on the grounds of unreasonable complainant behaviour; 
e) Any lessons learned from complaint investigations. 

To comply with all data protection legislation in force in the UK, this information will be stored securely and used only for the management and administration of the Association. It will not be disclosed to third parties except where the Association is required to do so by law or in compliance with its legal obligations.



COMPLAINTS PROCEDURE

	Stage
	Action 
	Who Deals With It? 
	How?
	When?
	Completeness Check 

	Informal Stage 
	A complaint is raised, and the Association’s committee decide there is no, or insufficient evidence that the complainant/s has/have been significantly affected by the matter complained about. The Association’s decision not to pursue is communicated to the complainant/s and reasons given.
	Designated committee member
	By phone, email or personal contact
	Within 2 weeks from the complaint being raised
	A note of the conversation and any correspondence is retained by the designated committee member

	
	A complaint is raised and there is evidence that the complainant/s has/have been significantly affected by the matter complained about.

Discussion with the complainant/s to see if the matter can be resolved informally.
	Designated committee member
	By phone, email or personal contact
	Within 2 weeks from the complaint being raised
	A note of the conversation and any correspondence is retained by the designated committee member

	
	The complaint is resolved informally, and no further action is required.
	Designated committee member
	By phone, email or personal contact
	Within 3 weeks from the complaint being raised
	Notes of the conversation and any correspondence are marked No further action

	
	The complainant/s does/do not accept the Informal Stage resolution. They may put their concerns in writing and to send it to the Association within the next 2 weeks.
	Designated committee member
	By phone, email or personal contact
	
	A note of the conversation and any correspondence is retained by the designated committee member

	
	If the complaint is about the conduct of the investigation by the designated committee member, 
the matter may be referred directly to arbitration

	
	
	
	




	Stage
	Action 
	Who Deals With It? 
	How?
	When?
	Completeness Check 

	Formal Stage 
	The complainant/s may send a summary of the complaint in writing to the Association, with their contact details. This is so the Committee is clear about the complainant’s concerns and relevant enquiries can be made.

	Complainant 
	Letter or email Within 2 weeks
	Within 2 weeks of challenging the outcome of the informal stage
	Copy of the summary of their complaint and contact details is retained by the designated committee member

	
	A proportionate investigation is carried out and a response made to the complainant in writing, outlining the findings from the investigation; and whether or not the complaint is upheld. 

Formal meetings may have an independent note taker present.  
	Designated Committee member appointed investigator
	Letter &/or email findings of Stage 1 investigation
	Within 4 weeks of receipt of the written complaint being received by the Association
	Copy of the investigation findings and covering letter is retained by the designated committee member Decisions, actions and outcomes reported to the next meeting of the Committee

	
	The complainant is satisfied with the findings of the Formal Stage investigation
	Designated committee member
	By phone, email or personal contact
	Within 2 weeks from the complaint being raised
	No further action

	
	The complainant remains dissatisfied with all or part of the Formal Stage response to the complaint. The complainant or the designated committee member may ask the matter to be taken to Arbitration (Appeal stage)
	Complainant
	Letter or email
	Within 2 weeks after receiving the letter/email
	Any available correspondence is retained by the designated committee member in a case file.













	Stage
	Action 
	Who Deals With It? 
	How?
	When?
	Completeness Check 

	Arbitration
(Appeal) 
	The complainant’s or the designated committee member’s request is acknowledged.
	President of the Association
	Letter &/or email
	Within 2 weeks from the request for Arbitration being made
	Copy of complainant’s or committee member’s request for arbitration retained by the President of the Association

	
	Arbitration conducted if: 
a)  The complainant is unwilling to accept the resolution proposed by the Committee; and/or
b)  The complainant has provided new evidence; and/or 
c)  The points raised by the complainant were not properly considered in the informal or formal investigation; and/or 
d)  The points raised by the complainant would lead to a change in the outcome of that investigation.
e) The Appeal managers’ decision is final. 

	The President of the Association (President is not a member of the Committee so will not be party to the process to date)
	Meeting with the complainant arranged.
An independent  note taker is to be present. 
	Within 4 weeks from the matter being referred for Arbitration
	The President of the Association retains a copy of the minutes of their meeting/discussion with the complainant.  A second copy is to be kept in a secure place accessible to the Committee for future reference. 


	
	Send written decision: 
1) Arbitration criteria not met or
2) Findings from Arbitration to complainant.
3) Inform the complainant that the appeal/arbitration decision is final, and no further correspondence will be entered into after that decision is given.  

	The President of the Association
	Written report 
	Within 8 weeks from the receipt of the request for Arbitration
	Report included in next Committee minutes together with any recommendations.

	
	If appropriate, review and make changes to policies and procedure

	The Committee
	
	
	Relevant policy & procedures up-to-date




NB Complaints relating to Evictions are conducted under the Association’s Neglected Plots and Eviction Policy


Complaints Procedure Summary

The Association Committee will always aim to be understanding and help its members resolve problems, and to handle these matters confidentially. However, please be aware that all Committee members are unpaid volunteers, giving their personal time for the benefit of the Association and the members. Please be polite and reasonable. Unacceptable behaviour does have serious consequences. 
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Informal Complaint


Formal Complaint


If you don't agree with the decision, you can raise a written appeal. The investigator will tell you how to do this.  


Appealing the Decision 


The President of the Association will consider your appeal. They will invite you to formally, and privately, meet with them, usually within 4 weeks of your appeal being received.    


 The investigator will provide you with a written decision about your complaint - usually within 4 weeks of receiving your formal complaint letter or email. 


A committee member will be allocated to formally investigate your complaint. They will consider if that is appropriate. 


If it's decided the complaint requires formal investigation, they will invite you to meet privately with them to discuss it. An independent note taker may be there to help produce a written record of the meeting. 


 An independent note taker will be at the meeting to help produce a written record. 


The President will send you a written appeal decision, usually within 8 weeks of receiving you appeal.


The Appeal Managers' decision is final, and no further correspondence will be entered into.    


If you do not agree with the offered solution, you can choose to raise your complaint in writing, and should do that within 2 weeks of the solution being offered. It will then be formally further investigated. Please include the details of your complaint, your full name and contact details (phone and email) to assist us with dealing with your complaint as quickly as possible. 


They will try to find a solution by having an informal chat with you, and then if required, separately, with anyone else involved. They will aim to do that within 3 weeks of your complaint being made. 


If you have a complaint - talk to a member of the committee. They will consider whether there is enough evidence and if you have been significantly affected by the matter complained about. They will aim to discuss it with you within 2 weeks of you raising your complaint.  
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