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Complaints and Grievance Policy
Objective
[Community Group Name] is dedicated to fostering a sustainable community and values open communication. We encourage feedback, constructive criticism, and recommendations from our members. This policy outlines the procedures for addressing complaints effectively and maintaining transparency within [Community Group Name]. 
How to make a complaint
Informal complaints 
If a group member or volunteer is dissatisfied with the conduct of the group or one of its members, [Community Group Name] encourage such member to initially discuss the issue with the involved member or contact [insert name] in a timely manner.
Formal complaints
If an informal resolution is unsuccessful or inappropriate, complainants can submit a formal complaint in writing to [insert name]. If the complaint involves [insert name], contact [insert name]. Upon receipt, the complaint will be acknowledged with [insert number of days]. [Insert name] will investigate and respond within [insert number of days]. Once address, the complainant must confirm satisfaction with the outcome.
Complaints Panel
If dissatisfied with the response to the formal complaint, the complainant may request a Complaints Panel. The Panel will consist of [insert name] and the complainant will be notified of the decision with [insert time period].
Illegal activity
If the complaint involves any suspected illegal activity or a crime, the complainants must contact the police. 
Assurances to complainants
If a group member or volunteer makes a complaint, they can expect:
· The complaint will be treated seriously, promptly, and in accordance with internal procedures.
· Fair and respectful treatment throughout the process.
· Sensitive handling of complaint details, shared only with those necessary, in adherence to data protection requirements.
· Secure filing and a review of complaints after one year to identify trends, followed by secure destruction.
· Apologies for mistakes and prompt efforts to rectify issues.
· Use of feedback to improve services.
Policy review
This policy is regularly reviewed and updated as required to ensure its effectiveness and relevance. The latest version will be available to all members on our official website.
Visit the NCVO website for further information on handling complaints and grievances.

Disclaimer: This is a template which is to be used as a guide to develop a Complaints and Grievance Policy. Please modify where necessary.
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