

	[image: ]
	

Links Community Centre 
	



Complaints and Appeals Policy and Procedure
1. Policy Statement
Links Community Centre is committed to providing high-quality services to our community. We recognise that from time to time, issues may arise that lead to complaints. This policy outlines our commitment to addressing complaints and appeals in a respectful, transparent, and efficient manner.

2. Definitions 
Complaint: A complaint is any expression of dissatisfaction regarding the services, staff, or operations of Links Community Centre. Complaints may be made by clients, community members, staff, or stakeholders.
Appeal: An appeal is a formal request to review a decision made by Links Community Centre, particularly in response to a complaint that has not been resolved to the satisfaction of the complainant.
Complainant: The individual or entity making the complaint or appeal.
Respondent: The individual or entity responsible for addressing the complaint or appeal.

3. Purpose
The purpose of this policy is to ensure that all complaints and appeals are handled fairly, consistently, and promptly, allowing for continuous improvement in our services.

4. Procedure
Lodging a complaint
· Complaints can be made verbally or in writing to any staff member of Links Community Centre.
· Complainants are encouraged to provide as much detail as possible, including the nature of the complaint, relevant dates, and any supporting evidence.
Acknowledgment of complaint
· Upon receiving a complaint, the Links Community Centre will acknowledge receipt within 5 working days.
· The acknowledgment will outline the next steps in the complaints process.



Investigation
· A designated staff member (the Respondent) will investigate the complaint. This may involve gathering information from the complainant, staff, and any other relevant parties.
· The investigation will be conducted fairly and impartially, ensuring confidentiality where appropriate.
Resolution
· The Respondent will aim to resolve the complaint within 14 working days of acknowledgment. The complainant will be informed of the findings and any actions taken as a result of the complaint.
· If the complaint is upheld, Links Community Centre will take appropriate action to address the issue and prevent recurrence.
Escalation to an appeal
· If the complainant is not satisfied with the resolution, they may escalate the matter to an appeal.
· Appeals must be submitted in writing to the Centre Manager within 10 working days of receiving the complaint resolution.
· The appeal must clearly outline the reasons for dissatisfaction with the initial response.
Appeal review
· The Centre Manager or a designated committee will review the appeal. This may involve further investigation and consultations.
· The outcome of the appeal will be communicated to the complainant within 20 working days of receipt.
Final decision
· The decision made during the appeal process is final. Complainants will be informed of their rights to external review or mediation if they remain dissatisfied.
Documentation
· All complaints and appeals will be documented, including actions taken and resolutions reached. This documentation will be kept confidential and used for quality improvement purposes.
Continuous improvement
· Links Community Centre will regularly review complaint and appeal data to identify trends and areas for improvement in our services.
5. Review of policy
This Complaints and Appeals Policy and Procedure will be reviewed annually to ensure its effectiveness and relevance to the community it serves.

6. Contact information 
For any inquiries or to lodge a complaint or appeal, please contact LCC via email at http://www.linkscommunitycentre.com
By fostering an open and responsive environment for complaints and appeals, Links Community Centre aims to enhance service delivery and strengthen community trust.
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