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1. Why this policy exists 

We want everyone to feel safe, respected, and treated fairly but sometimes problems or 

disagreements happen. This policy explains how you can tell us about a problem and how we will 

help fix it. 

 

2. What is a complaint? 

A complaint is when you are unhappy about something, or something doesn’t feel right. 

This could be about: 

• A decision 

• Someone’s behaviour 

• Something that happened 

It’s okay to speak up. We want to hear from you. 

3. How problems can be solved 

We try to fix problems in a fair and respectful way. Depending on the situation, we may: 

• Talk it out together 

The people involved try to sort things out by talking calmly. 

• Get help from someone else (mediation) 

A neutral person helps everyone talk and find a solution. 

• Get outside help 

If the problem can’t be fixed, it may be taken to an outside organisation to decide what 

happens. 

4. What we expect from everyone 

When working through a problem, everyone should: 

• Be respectful 

• Be honest 

• Listen to each other 

• Try to help solve the problem 

If there are safety concerns, we may separate people while the issue is being sorted out - especially if 

someone under 18 is involved. 
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5. How to make a complaint 

Anyone can make a complaint, including: 

• Participants 

• Family members or carers 

• Staff 

• Someone who saw what happened 

You can make a complaint by: 

• Talking to a staff member and making it clear you are making a complaint 

• Calling us 

• Filling out the online form 

If the problem is serious or not getting better, please call us as soon as possible. 

Important: 

If someone under 18 is involved, the issue must be reported straight away. 

6. What happens next 

When you make a complaint, we will: 

1. Listen to you 

2. Look into what happened 

3. Decide the best way to fix the problem 

4. Keep you updated 

We may bring in someone independent to help if needed. 

7. If the problem is not fixed 

If we cannot fix the problem, it can be taken to an outside organisation for help. 

8. Privacy 

We will handle your complaint carefully and keep information private where possible. 

We will only share information if we need to in order to fix the problem or if the law requires it. 

9. Support 

We will support you through the process. 

If the complaint involves someone under 18, we may also talk to their parent or guardian. 
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10. How to send a complaint 

You can use this online form: 

https://forms.office.com/r/kdnbGix18K 

If you need help filling it out, just ask a staff member. 
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