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1. Purpose of this policy
This policy explains how Hearts in the Stand (“we”, “our”) handles complaints. We aim to deal with concerns fairly, quickly, and respectfully, and to learn from feedback to improve our work.
2. What counts as a complaint
A complaint is any expression of dissatisfaction about:
· Our services or activities
· The behaviour of volunteers or representatives
· How someone has been treated
· Decisions we have made
· The quality or accuracy of our content
Complaints may be made by anyone who interacts with us.
3. Our commitment
We will:
· Treat all complaints seriously
· Respond promptly and politely
· Investigate fairly and without bias
· Keep information confidential where appropriate
· Explain our decisions clearly
· Learn from complaints to improve our work
4. How to make a complaint
Complaints can be made by:
· Email
· Contact form on our website
· Letter
· In person (followed up in writing)
We encourage complaints to be sent to:
info@heartsinthestand.co.uk 
Please include:
· Your name and contact details
· What happened
· When it happened
· Who was involved
· What outcome you are seeking
5. Stage 1: Informal resolution
Where possible, we aim to resolve issues informally and quickly.
A coordinator or relevant volunteer will:
· Listen to the concern
· Clarify the issue
· Offer a solution where appropriate
If the issue cannot be resolved informally, it moves to Stage 2.
6. Stage 2: Formal complaint
Once a formal complaint is received:
· We will acknowledge it within 5 working days
· An impartial person will be assigned to investigate
· We may ask for more information
· We aim to provide a full response within 20 working days
The response will explain:
· What we found
· Any actions taken
· Any changes we will make
7. Stage 3: Appeal
If you are not satisfied with the outcome, you may request an appeal within 10 working days.
An appeal will be reviewed by someone not previously involved. We aim to respond within 20 working days.
The appeal decision is final.
8. Confidentiality
We handle complaints sensitively and share information only with those who need it to investigate. We follow UK GDPR when handling personal data.
9. Complaints involving safeguarding concerns
If a complaint involves the safety or wellbeing of a child or vulnerable adult:
· It will be handled under our safeguarding procedures
· Concerns may be reported to external agencies if required
· We will prioritise safety over confidentiality
10. Complaints about volunteers
If a complaint concerns a volunteer:
· They will be informed of the issue
· They will have the opportunity to respond
· We will follow our volunteer problem‑solving process
· Actions may include training, mediation, or ending the volunteering arrangement
11. Unreasonable or abusive behaviour
We will not tolerate:
· Harassment
· Threatening behaviour
· Discriminatory language
· Repeated complaints without new information
We may restrict communication if behaviour becomes unreasonable.
12. Learning from complaints
We review complaints regularly to identify:
· Patterns or recurring issues
· Areas for improvement
· Training needs
· Policy updates
13. Review of this policy
This policy is reviewed annually or sooner if needed.

