[image: The Brahmin Society North London]
The Brahmin Society North London (The BSNL) Complaints Policy

1. Introduction
At The Brahmin Society North London, we strive to provide the best possible service to our beneficiaries, supporters, and stakeholders. We value feedback and take complaints seriously as they help us improve our services and operations.

2. Purpose
This policy outlines the procedure for making, handling, and resolving complaints. It ensures that complaints are dealt with promptly, fairly, and consistently.

3. Scope
This policy applies to all beneficiaries, supporters, volunteers, staff, and stakeholders of The Brahmin Society North London.

4. Definition of a Complaint
A complaint is any expression of dissatisfaction, whether justified or not, about any aspect of The Brahmin Society North London's operations, services, or activities.

5. How to Make a Complaint
Complaints can be made in the following ways:
· In Writing: Send a letter to The Brahmin Society North London, 128 East Lane, Wembley HA0 3NL.
· Email: Send an email to secretary@bsnl.org.uk
· In writing: To the Sub-Group Chair, to the Trustee-In-Charge of any Sub-Group or to the Secretary of the BSNL depending on the nature of the complaint.

6. Handling Complaints
Upon receiving a complaint, we will:
· Acknowledge receipt within 5 working days.
· Investigate the complaint thoroughly and impartially.
· Keep the complainant informed of the progress.
· Aim to resolve the complaint within 21 working days.

7. Resolution
We will provide a written response detailing the outcome of the investigation and any actions taken. If the complainant is not satisfied with the resolution, they must follow the 5-stage process outlined in Section 11 below. Any report of recommendations produced at any stage will need to be actioned or responded to by the Sub-Group Chair, the Trustee In Charge, or The Chair of the Board of Trustees as appropriate depending on the nature of the complaint and the recommendations made. To maintain impartiality, and confidentiality only the Secretary will have copies of responses for filing purposes. Only at Stage 3, if the Arbitration Committee requests, may this information be shared with them. If the matter is an issue about the Board in its entirety, The Secretary will call a meeting of the Arbitration Committee and then follow the protocols of The Constitution if it is felt that an EGM needs to be convened.

8. Confidentiality
All complaints will be handled confidentially, and information will only be shared with those directly involved in the investigation and resolution process. This may include the Committee or members of a Sub-Group.

9. Monitoring and Review
We will regularly review complaints to identify trends and areas for improvement. This policy will be reviewed annually to ensure its effectiveness.

10. Contact Information
For any queries regarding this policy, please contact:
· The Secretary, The Brahmin Society North London, 128 East Lane, Wembley HA0 3NL
· secretary@bsnl.org.uk 

[bookmark: _Hlk201354624]11. Five-Stage Process for Handling Complaints
Complaints will be handled through a five-stage process.

At each stage any report or recommendation will not be made available to any persons that may be involved in the following stage in the event of the matter not being resolved so as to preserve an impartial approach :
· Stage 1: The complaint will be addressed to the Chair of the relevant Sub-Committee or the Secretary if it is a more general complaint. Matter will aim to be resolved within 21 days of the complaint being raised

· Stage 2: If unresolved at Stage 1, the complaint will be referred to another member of the Board. Matter will aim to be resolved within 14 days of beginning this stage.

· Stage 3: If unresolved at Stage 2, the complaint will be referred to a panel of the Board to include the Chair. If the complaint is about the Chair then the Deputy Chair will stand in their place. Matter will aim to be resolved to within 10 days of beginning this stage.

· Stage 4: If unresolved at Stage 3, the complaint will be referred to the Arbitration Committee. Matter will aim to be responded to within 10 days of beginning this stage.

· Stage 5: If unresolved at Stage 4, the complaint may be referred to the Charity Commission. 

Please note that The Charity Commission will only deal with certain types of complaints and we hope that the matter can be dealt with internally before any external party is involved.
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It is hoped that no complaint will need to be referred to The Charity Commission, however it is every members right to do so if all of the stages of The BSNL Complaints process have not been able to resolve the issue.
The Charity Commission will expect that every effort has been made to follow The BSNL Complaints Policy and that all internal avenues for resolution have been exhausted.
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