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1
PURPOSE OF THIS COMPLAINTS POLICY 

1.1
The purpose of the NSPCC Complaints Policy (the ‘Complaints Policy’) is to encourage feedback from individuals and organisations.  The policy does not apply to employees, or to volunteers providing an NSPCC service, for example ChildLine volunteers.  There are separate processes for these staff and volunteers to use to raise concerns.  Other volunteers such as fundraising volunteers may use this policy.  All complaints to the NSPCC will be dealt with constructively, impartially and effectively in accordance with the complaints procedure.  The Complaints Policy plays an important part in improving the NSPCC’s accountability to stakeholders and supports improvement of its services by responding to feedback.
1.2 
Generally, the purpose of this Complaints Policy is to resolve disputes informally without resorting to formal investigation.  Settling matters promptly by listening to the complaint and putting things right is in the best interests of both the complainant and the NSPCC.

1.3
This Complaints Policy is agreed by the Board of Trustees, and is subject to annual review by the General Counsel and Company Secretary.
2
WHAT THIS COMPLAINTS POLICY COVERS

2.1
The Policy applies to all NSPCC activities (including ChildLine).
2.2  
A complaint has to be about some action or omission for which the NSPCC is responsible or is within its sphere of influence.  A complaint could be a concern about (this is not an exhaustive list):
· the service received by somebody the NSPCC has worked with
· the behaviour and/or professional competence of NSPCC employees, agency staff, volunteers, or providers of services on behalf of the NSPCC (eg contractors/consultants including social workers)
· the way in which casework, or an aspect of a case, was handled
· a disputed decision relating to the provision of NSPCC services
· an activity relating to fundraising campaigns or promotion
· the quality or appropriateness of NSPCC services
· NSPCC published strategy or policies

· issues arising from an access to records request.

2.3
A complaint is not:
· a general enquiry about the work of the NSPCC
· a request for information about NSPCC services
· related to a contractual or legal dispute
· a formal request for disclosure of information, eg under the Data Protection Act
· the immediate resolution of a minor dissatisfaction which staff and volunteers may deal with on a day to day basis. 

· Issues raised in relation to a consultation – as such issues will be dealt with as part of the consultation process. 

2.4
Who can complain?

A complaint may come from:

· a child or adult

· a children’s advocate

· an external organisation (eg NHS, Local Authority, police, private companies)

· a relative of somebody entitled to make a complaint 

· a visitor

· volunteers (as defined in paragraph 1.1)
· donors (individuals or organisations) 
· other interested parties.
2.5
This policy applies to all NSPCC services/activities, including those delivered via telephone or online.  The same emphasis will be placed on local resolution, recognising that there may be particular factors affecting how the policy is implemented, for example: 
· where individuals choose not to identify themselves

· the feasibility/appropriateness of meeting with complainants who have received a telephone or online based service

· giving feedback to the complainant where this depends on them re-contacting the service.
3
LEGAL FRAMEWORK AND RELATED GUIDANCE
3.1
This Complaints Policy takes into account all relevant legal requirements, regulations and statutory guidance, including: 
· the Children Acts 1989 and 2004

· Protection of Children (Scotland) Act 2003

· Other legislation relating to children in Scotland, Wales, Northern Ireland and the Channel Islands

· Working Together to Safeguard Children 2010

statutory guidance relevant to the NSPCC issued by:

· the NSPCC’s regulators, including the Charity Commission

and other relevant best practice including that issued by:

· the Fundraising Standards Board

· Good Governance: a Code for the Voluntary and Community sector.

4
COMPLAINTS INVOLVING INDEPENDENT PROVIDERS OF SERVICES TO THE NSPCC (EG CONTRACTORS/CONSULTANTS INCLUDING SOCIAL WORKERS)

4.1
In addition to NSPCC employees and volunteers, this policy applies to consultants or contractors undertaking services for or on behalf of the NSPCC.  Every effort will be made to deal with complaints about consultants and contractors in accordance with this policy and the NSPCC's complaints procedure.  The NSPCC, will where appropriate, report any complaint and/or the outcome of any investigation to the consultant's or contractor's professional body.
5
COMPLAINTS FROM SERVICE USERS OF OTHER ORGANISATIONS, EG LOCAL AUTHORITIES

5.1
Some services are provided by the NSPCC on behalf of a third party organisation such as a Local Authority.  Unless the contract with the commissioning organisation states otherwise, this complaints policy will be used to deal with complaints from a service user about the service provided by the NSPCC.  Complainants may choose to complain directly to the NSPCC or via the third party organisation.  

6 
DEALING WITH COMPLAINTS 

6.1 The NSPCC will make information about how to make a complaint available for individuals and organisations by providing leaflets in paper and electronic formats Complaints leaflet for adults.  This Complaints Policy is available online via the NSPCC website.


6.2 In keeping with the principle of encouraging feedback, this policy does not require that complaints are put in writing.  However, in the case of Serious Complaints and/or allegations of professional incompetence/misconduct, complainants are encouraged to put their complaint in writing in order to ensure that the substance of the complaint is clear to all involved in its resolution.

6.3 Complaints will be dealt with in accordance with the complaints procedure 
6.3.1 The NSPCC is committed to learning from its complaints.  It monitors complaints and is committed to making appropriate changes based on the learnings from complaints. 


REFERENCES, NSPCC RELATED POLICIES AND STANDARDS
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Externally available NSPCC Related Policies and Standards

This Complaints Policy is consistent with related NSPCC internal policies and standards including the NSPCC Practice Standards  

8
DEFINITIONS


Responsible Manager means the NSPCC employee responsible for day to day management of the practice area to which the complaint relates.

Second Responsible Manager means the Responsible Manager’s NSPCC line manager.

Serious Complaint means a complaint of a serious nature, for example allegations of professional misconduct or involving alleged harm to a child or a complaint which meets the criteria for reporting a serious incident as set out in the NSPCC: Procedure for reporting serious incidents to the Charity Commission or other regulators.  

Independent Person means a person with qualifications and/or experience relevant to the complaint, who is not an NSPCC trustee, director, officer, employee, agency worker or someone who has worked for the NSPCC in any capacity.  An independent person must not be a current volunteer or someone who has directly or indirectly received NSPCC services or a provider of services to the NSPCC (eg contractors/consultants).  A spouse or partner or family member of any person listed above cannot act as an independent person.
� A children’s advocate is an individual who could be a friend, family member or independent professional who acts as a representative on behalf of the children making a complaint, providing independent and confidential information, advice and representation.  
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