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Complaints & Whistleblowing Policy
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Telephone: 0116 208 1340
Review Date: [Insert 12 months from approval]
Approved by: [CEO / Board Chair]

============================================
SECTION A — COMPLAINTS POLICY


1. Introduction
Afro Innovation Group (AIG) is committed to providing high-quality services to refugees, asylum seekers, migrants, and local communities. We value feedback and recognise the right of service users, partners, volunteers, donors, and members of the public to raise concerns or make complaints.
This policy ensures complaints are:
· Taken seriously
· Handled promptly, fairly, and transparently
· Resolved at the lowest appropriate level
· Recorded and monitored to improve service quality



2. What is a Complaint?
A complaint is any expression of dissatisfaction relating to:
· Quality or delivery of AIG services
· Conduct of staff, volunteers, or representatives
· Delays or failure to provide a service
· Poor communication or misinformation
· Decisions made by AIG
· Breach of policy or procedure
The Complaints Policy does not cover:
· Safeguarding concerns (handled through Safeguarding Policy)
· Employment-related issues raised by staff (covered by HR Grievance Policy)
· Whistleblowing concerns (Section B of this policy)

3. Who Can Make a Complaint?
· Service users
· Family members or carers
· Volunteers
· Partner organisations
· Funders or commissioners
· Members of the public
· Staff on behalf of service users
Interpreting support will be provided where required.

4. Principles of Complaint Handling
AIG commits to:
· Accessibility and non-retaliation
· Confidentiality and GDPR compliance
· Fairness and impartiality
· Timeliness
· Cultural sensitivity
· Recording and learning from complaints



5. Complaints Procedure
AIG operates a 3-stage process.

Stage 1 — Informal Resolution
Where possible, complaints should be raised immediately with:
· The staff member involved, OR
· The Line Manager / Service Lead
Resolution may include explanation, minor corrective action, or mediation.
Timeframe: Aim to resolve within 5 working days.
If unresolved, proceed to Stage 2.

Stage 2 — Formal Complaint
Formal complaints must be submitted:
· In writing (email, letter, or form), OR
· Verbally (with staff documenting the complaint)
They should include:
· What happened
· When it happened
· Who was involved
· Desired outcome
Acknowledge within: 3 working days
Investigation completed within: 15 working days
The investigation may include:
· Interviews
· Review of records
· Consultation with relevant staff
· Examination of policies and procedures
A written outcome will be provided, including:
· Summary of findings
· Decision
· Any actions taken
· Learning or changes required

Stage 3 — Appeal
If the complainant is dissatisfied with the outcome:
· They may appeal in writing within 10 working days
· Appeal will be reviewed by the CEO or a senior manager/trustee not previously involved
· Review completed within 15 working days
The decision at this stage is final.
If appropriate, complainants may also escalate to external bodies, such as:
· Local Authority
· Charity Commission (for serious governance concerns)
· Funders, where permitted

6. Recording & Monitoring
AIG will maintain:
· A central Complaints Register
· Records stored securely under GDPR
· Quarterly review of trends by the Senior Leadership Team
· Annual review by the Board of Trustees

============================================
SECTION B — WHISTLEBLOWING POLICY
============================================
1. Purpose of the Whistleblowing Policy
AIG is committed to maintaining the highest standards of integrity, accountability, and safeguarding. Whistleblowing enables staff, volunteers, trustees, and contractors to raise serious concerns about wrongdoing without fear of reprisal.
This policy protects individuals who report concerns in good faith.

2. What is Whistleblowing?
Whistleblowing concerns include serious wrongdoing such as:
· Safeguarding failures
· Criminal offences
· Fraud or financial misconduct
· Corruption or bribery
· Abuse of power
· Serious health & safety risks
· Discrimination or harassment
· Cover-ups of wrongdoing
· Breach of charity law or regulatory obligations
This policy does not apply to:
· Personal grievances (handled under HR Grievance Policy)
· Complaints about service quality (Section A)

3. Principles
AIG ensures:
· Protection from victimisation or retaliation
· Confidential handling of concerns
· Impartial investigation
· Non-discrimination towards whistleblowers
· Duty to escalate to external authorities where required

4. How to Raise a Whistleblowing Concern
Concerns may be raised:
· Verbally or in writing
· Anonymously (although this may limit investigation)
They can be reported to:
4.1 Internal Contacts
· Line Manager
· Chief Executive Officer
· Chair of the Board of Trustees
· Designated Whistleblowing Officer (if appointed)
· Designated Safeguarding Lead (for safeguarding issues)
4.2 External Contacts (where appropriate)
· Charity Commission
· Local Authority
· Police
· Health & Safety Executive (HSE)
· Funders or regulatory bodies

5. Investigation Process
1. Acknowledge within 3 working days
2. Initial assessment to determine urgency and level of risk
3. Appoint an impartial investigator
4. Collect evidence, conduct interviews, and review documentation
5. Submit findings to CEO/Board
6. Take corrective or disciplinary action
7. Provide feedback to whistleblower (where appropriate and lawful)
Investigations will normally be completed within 20 working days, unless the matter is highly complex.

6. Protection for Whistleblowers
Under the Public Interest Disclosure Act 1998, whistleblowers have legal protection. AIG commits to:
· Zero tolerance for retaliation
· Support for individuals during the process
· Reasonable adjustments if needed
· Confidentiality of identity
Any retaliation will result in disciplinary action.
7. Malicious or False Allegations
AIG distinguishes between:
· Good-faith reports, even if unproven
· Malicious allegations, which are not tolerated
Knowingly false allegations may be addressed through disciplinary procedures.

8. Record Keeping
AIG will maintain:
· A secure Whistleblowing Register
· Records of investigations, findings, and action taken
· Anonymised reports for Board scrutiny

9. Learning & Continuous Improvement
Findings from complaints and whistleblowing cases will be used to:
· Strengthen policies and systems
· Improve staff training
· Enhance quality assurance
· Prevent recurrence
Quarterly reviews will be conducted by the CEO/Senior Leadership Team and reported to the Board.
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