Complaints procedure
This procedure is for complaints made against <Ecominds project name> (the Project), staff or volunteers. 

Ecominds projects are operated on behalf of Mind to help people with direct experience of mental distress be involved in projects that improve both mental and physical health, and community environments.

<Write a paragraph on who your organisation is, what your project is, and why you are doing the project. Include a mission statement and your values if you have these.>
What is a complaint?

A complaint is an expression of dissatisfaction, either written or spoken. An individual or a group can make a complaint. You may wish to complain if you are not satisfied with the way you have been treated, or with the service you have received.

Principles of our complaints procedure

· We recognise that complaints are an important part of customer feedback

· All complaints will be investigated fully and fairly to the best of our ability

· Complaints will be dealt with in confidence unless others may be put at risk by matters referred to in the complaint

· If the complainant is not happy with the result of the response to the complaint, she or he will have the right to appeal

· We aim to ensure all stakeholders are aware of this complaints procedure

· We will use feedback to inform decisions about how to correct or improve our services

Who can make a complaint?

This procedure is intended for members of the public who have received a service from the Project. Contractors to funded projects should follow the procedures for complaints or disputes as laid out in contracts with the Project.
Making a complaint 

What to do it you have a complaint about any aspect of the Project - 

1. Informal complaint

Speak or write to one of the staff and tell them your problem and why you are dissatisfied. In many cases, problems can be sorted out quickly and informally.

2. Formal Complaint

If you are unable to resolve the situation informally then write to the Project Director at <Address>. The Director will consider your complaint and the response you received. You should receive a written response within <XX> working days. 

3. Making an appeal

If you are still unhappy you may appeal. The appeal process consists of the management committee convening a small panel to consider how the complaint has been handled. The panel will generally consist of three people, all of whom have had no previous involvement, and may include representation from Mind, the project funder.  The panel will meet within <XX> days, although this may take longer in complicated cases. The panel will review how the complaint has been handled and will report back to you in writing within <XX> days. The outcome of this process will be final.

4. General points

· The complainant's attendance at any meetings convened as a result of this procedure is at their own expense.

· The Project will maintain a record of complaints and compliments, which shall be made available to Mind and the Big Lottery Fund.

· Complaints about Ecominds projects cannot be made to the Big Lottery Fund. 








