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Complaints Procedure

About this procedure
Elizabeth House welcomes feedback and complaints. They help us improve and put things right.

This procedure is for community members, volunteers, visitors, hirers and partner
organisations. Staff should use the Grievance Procedure in the Employee Handbook instead.

We treat a complaint as any expression of dissatisfaction with something Elizabeth House is
responsible for.

Safeguarding concerns

If you are worried about the safety or welfare of a child or adult, tell us straight away. Contact
the Chief Executive or Deputy Centre Manager as soon as you can. You do not need to raise this
with the person involved first, and you do not need to give your name.

If someone is in immediate danger, call 999.

Sorting things out informally

For most concerns, the quickest way to sort things out is to talk to the person involved. You
could also speak to a member of the team, such as the Community Leader, a Playworker, or the
Administrator. We will try to resolve things there and then.

This will not suit everyone. If you do not feel comfortable raising something directly, for example
because of harassment, discrimination, or a difference in power between you and the person
involved, go straight to a formal complaint instead.

If your concern is not resolved informally, contact our Deputy Centre Manager or Chief Executive.

Making a formal complaint

Put your complaint in writing to the Chief Executive:

e Email: director@elizabeth-house.org.uk
e Post: Elizabeth House, c/o Director, 2 Hurlock Street, London N5 1ED

You are welcome to bring a supporter or advocate. You can also make your complaint verbally,
in an accessible format, or through an interpreter.

What we will do

e We will listen, record your complaint, and tell you how we will handle it.
¢ We willinvestigate and speak to everyone involved.
e We will act to resolve the problem and tell you what we have done.

¢ Where needed, we will take steps to prevent it happening again. This may include excluding
someone from Elizabeth House. We will only take this step in line with our constitution, the
Equality Act 2010, and our employment policies. We will always consider reasonable
adjustments and other options first.
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e We will treat you with understanding and respect, and ask the same of you towards our
staff and volunteers.

e We will handle confidential information sensitively.

We usually cannot respond to anonymous complaints, except for safeguarding concerns. We
encourage you to identify yourself, as we handle every complaint in confidence.

We can only deal with matters Elizabeth House is responsible for, unless it is a safeguarding issue.

We keep a record of written complaints and share it with our Board of Trustees.

How long it takes

We will acknowledge your complaint within 5 working days and aim to resolve most issues in
that time.

If we need to investigate further, we aim to respond in full within 20 working days. We will tell

you if that is not possible.

If you are not happy with our response

Let us know, and one of our Trustees will review it. If you are still not satisfied, you can contact
the Charity Commission: gov.uk/complain-about-charity

Accessibility

Tell us if anything about this procedure is difficult for you, for any reason. Contact the Chief
Executive and we will make reasonable adjustments. This can include accessible formats, an
interpreter, or support to make your complaint verbally.

How we monitor this

Our Board of Trustees reviews this procedure every year, along with trends in complaints.
Where complaints show patterns linked to discrimination or unequal access, we act on this
through our Equity, Diversity and Inclusion Policy.

We handle personal data in line with our Data Protection Policy.

Signed:
Nathalie Renaud
CEO, Highbury Vale Blackstock Trust

Reviewers:
Igbal Ali, Deputy Centre Manager
Trustees
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