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1. POLICY STATEMENT  

1.1 YMCA Norfolk aims to provide a good standard of services for its clients and for others with 

whom it may come into contact. 

1.2 YMCA Norfolk recognises the need for a fair, accessible, open, and accountable process that 

encourages clients and others to make their views known, to make complaints which will be 

taken seriously and for a process that facilitates a timely response leading wherever possible 

to a satisfactory resolution. 

1.3 This policy covers complaints and compliments made by clients of YMCA Norfolk, from other 

individuals, external organisations and from the local community. 

1.4 Complaints when logged on INFORM will be categorised into the following areas:  

• Neighbour/general public complaint  

• Complaint by client about another client  

• Complaint by client, or customer about a member of staff  

• Complaint by client, or customer about service provided  

• Complaint by client about maintenance and accommodation  

• Complaint about equality and diversity issue  

• Complaint by external agent about service  

• Complaint by external agent about staff  

• Complaint by external agent about client  

1.5 There is then another categorisation of the main area of the complaint, which are:  

• Alcohol and substance misuse 

• Communal area misuse  

• Criminal behaviour  

• Damage to property  

• Domestic violence  

• Drugs 

• Food 

• Harassment  

• Intimidation 

• Noise 

• Nuisance 

• Nuisance from business use 

• Quality of support 

• Quality of service 

• Racial harassment  

• Rent 

• Repairs  

• Verbal abuse 

• Violent behaviour  

• Other  

1.6 Compliments are categorised into the following areas:  

• Compliment by client or customer, about a member of staff  

• Compliment by client or customer about the service/accommodation  

• Compliment by external agent about the service/accommodation 

• Compliment by external agent about staff  

• Compliment by external agent about client 

• Neighbour/general public compliment  
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1.7 This categorisation is to ensure that the complaint and compliments are received and 

responded appropriately by addressing the main area of concern. Also, the categorisation is 

for reporting and monitoring.  

2. PURPOSE 

2.1 The aims of the Complaints and Compliments Policy are:  

• To provide a consistent and positive approach to complaints and compliments handling. 

  

• To deliver satisfaction to the client, customer or members of the community and for 

others who may complain and/or compliment.  

 

• To use the experience as an aid to improve service delivery. 

3. SCOPE 

3.1 This policy applies to all staff, volunteers, contractors, or any person delivering services for 

YMCA Norfolk at all times. 

3.2 This policy covers complaints and compliments made by service users of YMCA Norfolk, other 

individuals, external organisations, or groups and from members of the local community.  

3.3 The policy applies to all YMCA Norfolk services and activities. It is the duty of YMCA Norfolk 

managers and staff to ensure the policy is implemented and followed. 

4. DEFINITIONS 

4.1 A complaint is defined as: “any expression of dissatisfaction, whether oral or written, and 

whether justified or not, from or on behalf of a YMCA Norfolk client, member of the public or 

local community, external organisation or group or other interested party and related to 

YMCA Norfolk’s service provision or other YMCA Norfolk activity, the management of its 

premises or its clients.”  

4.2 Feedback from non-formal complaints is captured via recording restorative actions, client 

surveys, exit surveys, regular resident’s meetings or through client focus groups.  

4.3 A complainant is anyone who makes a complaint. This applies to individuals, organisations, or 

groups. Complaints may be internal or external.  

4.4 There is a separate policy and procedure for complaints or grievances for YMCA Norfolk staff 

in the Grievance Policy and Procedure. The Whistleblowing Policy is also for staff complaints. 

5. REFERENCES 

5.1 The following documents are referenced within this policy: 

• INFORM Database 

• Policy 19 - Equality, Diversity, and Inclusion Policy  

• Policy 02 - Data Protection Policy  

• Policy 05 - Subject Access Request Policy  

• Policy 25 - Appeals Policy and Procedure 

• Policy 50 - Grievance Policy 
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6. RESPONSIBILITIES 

Chief Executive Officer   

6.1 The Chief Executive Officer, is responsible for: 

• Ensuring the effective implementation of the Complaints and Compliments process. 

• Ensuring that appropriate resources are provided for the Complaints and Compliments 

process. 

• Ensuring information, training and instruction is provided on the Complaints and 

Compliments process. 

• The review of supervision data monthly to ensure staff are receiving adequate support 

and personal development. 

• Led any complaint from an external regulator the organisation 

7. POLICY DETAILS 

7.1 All complaints and compliments must be logged on INFORM; their outcomes must also be 

recorded there also.  

7.2 The procedure for making a complaint and/or compliment should be clearly outlined and 

promoted across all services.  

7.3 Complaints will be responded to using a 4-stage process. This allows for appeals against 

decisions or outcomes if the complainant is not satisfied. This is achieved by a process of 

escalation once the relevant stage in the procedure has been exhausted.  

7.4 In our traded services where possible, we seek to resolve complaints made in person as they 

are being made to us. Both the complaint and the resolution will then be recorded on Inform. 

If a complaint remains unresolved or the complaint is made after the event, then the matter 

will escalate to Stage 1. 

• Stage 1 - on receiving and logging a complaint, the relevant manager will ensure the 

complaint is acknowledged within 2 working days. The complainant will be offered a 

meeting or if this does not suit them, then the manager will respond in which ever 

manner the complainant requests. This will take place as soon as practically possible. 

The manager will investigate the matter and make a considered response to the 

complainant within 5 working days of their conversation. 

• Stage 2 – if the complaint cannot be satisfactorily resolved at Stage 1 and is escalated, 

the matter will be passed to a Head of Service or a member of the Executive Team for 

further consideration. The complainant will be offered a meeting or if this does not suit 

them, then the manager will respond in which ever manner the complainant requests. 

This will take place as soon as practically possible. The Head of Service or Executive Team 

member will notify the complainant of the outcome within a further 5 working days of 

their conversation. 

 

• Stage 3 - the next stage of internal appeal is to YMCA Norfolk’s Chief Executive Officer. 

They will arrange a meeting with the complainant. They will endeavour to make a decision 

on the complaint and notify the complainant within 10 working days from the date of the 

appeal meeting. 

 

• Stage 4 - the final internal appeal is to the Board of Trustees. The Chair of Trustees will 

be notified of the appeal. At the Chair’s discretion, they will ask a trustee or trustees to 

investigate the matter on behalf of the board. Their report will be sent to the Chair in a 

timeframe agreed with the Chair based on the nature of the complaint. The Chair will 
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then decide whether to hold an extraordinary meeting of the trustees or discuss the 

matter at the next scheduled board meeting. 

 

7.5 If a complaint is made directly about a service manager, this will be escalated for the 

relevant Director or Head of Service above them to handle.  

7.6 Once all internal complaints processes have been exhausted and the complaint is not 

resolved, the complainant will be referred to the responsible regulator such as the Housing 

Ombudsman, Charity Commission, Ofsted.  

7.7 If YMCA Norfolk receives a complaint from an external regulator the organisation will respond 

within the timeframes outlined by the regulator. The complaint will be logged on INFORM with 

the response being led by the relevant Executive team member or CEO. 

7.8 Each complaint will be made using an approved Complaints form or method, such as email.  

7.9 Compliments must be logged on INFORM and the relevant Manager, Head of Service or 

Director must respond to the person making the compliment with a thank you letter that will 

be provided on INFORM.  

7.10 Data on complaints and their outcomes will be regularly monitored and reported by the 

Policy, Performance and Compliance Coordinator. This will also include whether the 

complaints have been fully inputted and responded to in the correct timeframes.  

7.11 An analysis of complaints and compliments handling performance will be reported to the 

Performance & Monitoring Committee on a regular basis. 

7.12 YMCA Norfolk accepts complaints from advocates of a service user or member of the public 

making a complaint, including friends and family members of a complainant.  

8. MONITORING & EVALUATION 

8.1 Periodic auditing of the organisation’s complaints and compliments process and complaints 

and compliments handling performance will take place as a part of the quality assurance and 

compliance function. 

8.2 An analysis of complaints and compliments received, and complaints and compliments 

resolved will be compiled and regularly reported to YMCA Norfolk’s Compliance and 

Performance Committee. 

8.3 As a part of its annual reporting, YMCA Norfolk will publish the results of complaints and 

compliments handling performance and will make the reports available to service users and 

others who may have an interest. 

8.4 Responsibility for monitoring and reviewing the policy and its implementation will be carried 

out by the Policy, Performance and Compliance Coordinator. The policy will be reviewed two 

years or when required by changes in the Law.  

9. ASSOCIATED DOCUMENTS 

9.1 The following document is associated with this policy: 

• Procedure 02 - Complaints and Compliments Procedure 


