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Complaints & Compliments Policy
Organisation MRF Applies to all staff and volunteers and all services,

Scope of policy activities,
training and general running of the organisation.

Policy operational date | 01/03/2018
Approved by Board 01/03/2018

Policy prepared by Moatter Gulfam (Youth Project Coordinator)
Reviewed/Amended 21/05/2025
Review date 21/05/2027

(every 2 years or sooner if required)

Distributing This policy will be available on the MRF website and staff

shared drive. It will be a requirement for all trustees and staff
to read the policy after appointment or after its review. A
summary of all relevant policies will be included in the
volunteer handbook with clear signposting to the full text.
Volunteers will be kept up to date with any changes that
might affect their role.

Policy Accessibility

A plain-language summary of this policy will be produced for young people and for those with
limited literacy. This simpler version will explain in easy steps how to make a complaint, expected
timeframes and where to seek help. The full policy will also be made available on request in
alternative formats (large print, easy-read, audio) and in other languages where required; staff will
support people to access these formats on request.

Complaint Procedure
If you have a complaint about our organisation, we want to hear about it and we will do our best to
put it right.

We will aim:
» to deal with complaints fairly, efficiently and effectively;
» to ensure that all complaints are handled in a consistent manner throughout;
e to increase service user satisfaction;
» to use complaints constructively in the planning and improvement of all
services.

WHO CAN COMPLAINT?
Anyone who is:

* receiving a service from MRF;
» caring for someone who has a complaint;

* volunteering for MREF;
. employed by MRF.
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DEADLINE FOR COMPLAINTS

MREF will only consider complaints within 6 months of the incident.

HOW TO COMPLAINT

MRF would like to sort out any complaint as soon as possible. The complaint must be
submitted within 6 months of the date of the incident.
Many complaints can be solved informally. If you make contact in person at one of the groups,
events or training sessions etc. or by phone with a volunteer or member of staff, make a note of
the name of the person you speak to. If a solution is offered at this point, make a note of this as
well. You can contact MRF (details below) and, if you feel able, speak to the CEO or a member
of staff who will attempt to resolve the issues to the satisfaction of all concerned. If you are not
satisfied or do not wish an informal solution, you may pursue a formal complaint.
PROCESS IMPROVEMENT

The complaints procedure will be supported by a clear visual flowchart and a step-by-step
guide that describes each stage (informal resolution, formal complaint, investigation, appeal)
and the realistic timeframes for each stage. All stages will include expected response times (for
example: acknowledgement within 2 working days; formal response within 10 working days)
and any extension to a timeframe must be communicated with reasons and require the
complainant’s consent where possible. The flowchart should be published with the plain-
language summary and displayed where services are delivered to help users understand the
route and likely timings.

FORMAL COMPLAINT

Write down your complaint and send for the attention of the CEO to office@music- relief.org
or post to:
Music Relief Foundation
Thornton Heath Leisure Centre
100 High Street
London CR7 8LF
Tel. 020 8683 2922 (9 am — 5 pm)

Please mark both email and letter as ‘confidential. If you have a complaint against the CEQO,
please address your email or letter to the Chair of the board of trustees. If your complaint is against
the Chair please address your correspondence to the Vice-chair.

INFORMATION REQUIRED

Please include:

1. your name;

2. if you’re putting in a complaint on behalf of someone else, their name;

3. your date of birth;

4. if you’re putting in a complaint on behalf of someone else, their date of birth;

5. contact details (full address, phone number, email address);

6. date and location of the incident if known; if exact date is not known please be as specific as
possible e.g. “March exercise group at Ashburton Park™;
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7. what you wish to complain about (please provide as many details as possible); gel

8. what resolution you are seeking.

WHAT HAPPENS NEXT?

1. You will receive acknowledgement of your complaint within two (2) working days if
submitted by email or within five (5) working days if posted, when we will normally
indicate action taken. You may be contacted to make sure that we have understood your
complaint properly. You may be interviewed by the person investigating the complaint.
2. In all cases, a complaint will be given full and fair consideration. However, if as a
result of your complaint, disciplinary proceedings are taken against a member of the
board, a volunteer or a member of staff, an internal procedure will apply. You will be
informed that disciplinary proceedings have taken place, but as these proceedings are
confidential, you will only be informed of the details or outcome of matters outside this
procedure.

3. If a criminal offense is alleged, then the police will be informed.

4. You will receive a response to your complaint within ten (10) working days of its
acknowledgement. Any extension to this time limit requires your consent.

5. We will state whether or not the complaint is deemed to be fair, giving reasons for
the decision. It should be noted that if such an admission could have legal / insurance
implications, the CEO or Chair of the board of trustees will have taken legal advice or
contacted the insurers before writing which may delay the response. You will be
notified if such a delay is expected.

6. If the complaint is deemed to be fair, MRF will apologise and explain what steps
have been taken to avoid it happening again.

7. If the complaint is deemed unfair, we will explain why it was considered thus.

8. It is possible that your desired resolution may not be reached.

9. If you are not happy with our decision, then you must notify the Chair of the board
of trustees within 14 days of receiving the reply that you wish to take it further. If the
complaint was against the Chair, please notify the Vice-chair.

10. If you wish, you can have your complaint heard by the board of trustees. Two
members of the board (excluding the Chair) shall hear the complaint. Both you and the
person against whom the complaint has been made shall be allowed to have their say
and all previous written notes and the Chair’s (or Vice-chair’s if the complaint was
against the Chair) investigations shall be taken into account. A written decision will be

sent to all involved.

SUPPORT
You can have someone with you when your complaint is discussed.

Thornton Heath Leisure Centre, 100 High Street, London CR7 8LF Reg. Charity No. 1185747
www.music-relief.org E: info@music-relief.org Tel: 020 8683 2922



i Mlll“‘lii.
MUSIC RELIEF
FOUNDATION

Unleash the Creative Spirit of Young People

STAKEHOLDER ENGAGEMENT Page [ 4/5

MRF will involve service users in reviewing and improving the complaints process to ensure it
is accessible, fair and sensitive to user needs. This may include an annual short survey of recent
complainants and a small user advisory group (or representatives) who will be invited to review
plain-language materials and the complaints flowchart. In addition, where appropriate and safe
to do so, complainants will be provided with a short feedback note explaining how their
complaint contributed to change (summary of actions taken), so they can see the tangible impact
of raising issues.

RECORDING

* If the complaint is resolved informally then the matter will be reported at the next general
meeting of the board of trustees and recorded in the minutes of that meeting.

* The written records of all other complaints will be held by the Chair of the board of
trustees, including any written legal or insurance responses, and transferred to his/her
successor as a strictly confidential file.

» If the complaint was against the Chair, the written records of that particular complaint
will be held by the Vice-chair of the board of trustees and transferred to the Chair’s
successor as a strictly confidential file.

* An electronic log of complaints will be kept in a password protected computer / server /
cloud. Hard copies will be kept in a locked box / cupboard. All recorded information
regarding complaints will be kept for 10 years.

GOVERNANCE AND OVERSIGHT

The Board of Trustees has overall responsibility for ensuring complaints and compliments are
handled properly and that learning from feedback is acted upon. The Chair of the Board (or a
designated trustee) will receive regular summaries of complaint trends and outcomes and will be
accountable for ensuring follow-up actions are implemented. Operational oversight and day-to-day
management of the complaints log will remain with the CEO, who will nominate a named Complaints
Lead responsible for maintaining the complaints register, tracking actions and reporting progress to the
Board. Where patterns or recurrent issues are identified, the Board will ensure these are escalated to
the relevant committee (e.g. Safeguarding/Quality) and that an action tracker with named owners and
deadlines is maintained until closed.

RETAINING DATA

Please see our Data Protection policy for full details on how we use and retain personal information.

CAN YOU TAKE YOUR COMPLAINT ELSEWHERE?

MREF will take every possible action to resolve your complaint acting in accordance to our policies
and ethos of the organisation. If you are unhappy with the way your complaint was dealt with you
can contact the Charity Commission regulator. Please see https://www.gov.uk/complain-about-
charity/ for routes available depending on the nature of your complaint.
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MRF welcomes compliments, positive comments or feedback from service users, referrers or
organisations. Feedback forms will be provided depending on the service used. Due to the nature of
certain MRF services, obtaining regular feedback is impractical or would inconvenience our service
users.

A comments book is available for service users. When feedback is given anonymously, we cannot
acknowledge it. Positive comments / feedback will be shared with the board of trustees, the MRF
members and any individuals (staff or volunteers) the comments / feedback relate to will be made
aware of it. Such compliments will be written in the individual’s supervision notes.

HOW WILL WE USE COMPLIMENTS

We will learn from compliments to shape practice and develop services. Feedback from training events will
be used to shape future training,
RECORDING
Transparency and Learning

MRF will publish an anonymised annual summary of complaint and compliment data, themes and
learning outcomes on its website and include a summary in the charity’s Annual Report. This summary
will describe the number and types of complaints, any patterns detected, and the actions taken to
improve services, without identifying individuals. The organisation will explicitly document how
learning from complaints and compliments has informed service development and the strategic plan,
and the Board will review evidence of this at least annually.

Hard copies of feedback from training will be kept for 3 years. Certain feedback / compliments may
be published on our website and similar publications (provided this is clearly stated on feedback forms
and comments book) and may remain published for longer than 3 years. Such comments will be
published anonymously. An annual report of feedback (including actions taken) will be provided to the
board of trustees. Such reports may be included in the MRF Annual Report.

POLICY REVIEW

Monitoring and Evaluation

In addition to the review schedule, the policy will be subject to an annual effectiveness review that
examines not only compliance with timeframes but also whether complaint outcomes led to
meaningful service improvements. The Complaints Lead will produce a quarterly anonymised
summary of complaints by theme and an anonymised breakdown by protected characteristics (where
provided voluntarily) to help identify any systemic or disproportionate issues. Aggregated equality
data will be reported to the Board and used to inform targeted actions to reduce barriers and
discriminatory outcomes.
Responsibility

It is the responsibility of the CEO to review this policy unless the task has been delegated to an appropriate
volunteer or employee before the policy review date.
Procedure

All volunteers and employees can have input in this policy’s review via their supervision.
Timing

The review must be completed within a month of the review date.
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