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Complaints Policy

1.

(PART A) STATEMENT
1.1
Any person making a complaint about 


a) An employee


b) A volunteer or Board Member of Lighthouse 


c) An event or presentation by Lighthouse

1.2 
The complaint may be about the conduct of a) or b). The complaint may be about the conduct of Lighthouse itself. A complaint is made by using the steps as set out below. 
2.
(PART B) MAKING A COMPLAINT
2.1 
STAGE 1 – a complaint may be made about any employee or volunteer, and it should be made in writing to: The Operations Manager at Lighthouse, who can be contacted at sharon@lighthousecharity.com 

Contact details for Paul Finnegan, Executive Director of Lighthouse and the Chair of the Board of Directors (Board) are available from the Operations Manager. 


The complaint will be investigated, and the complainant may be contacted if any clarification is required. A response to a complaint will be issued within 14 days of receipt. If the matter is not resolved within a mutually agreed time, it will be referred to Stage 2.

2.2
STAGE 2 – There will be a meeting between the complainant and the Operations Manager, or their appointee, within 14 days of referral to stage 2. (This meeting will not include the employee involved in the complaint).   


The outcome of the Stage 1 investigation will be discussed and if the complainant is satisfied with the proposed course of action the action(s) will be carried out. Details of the discussion and plan of action will be recorded, and a copy will be given to the complainant.

If the complainant is dissatisfied with the outcome of the investigation and/or the proposed action(s), they may appeal within 14 days of receiving the decision. If they appeal the decision the complaint will be referred to Stage 3.

2.3
STAGE 3 – On receipt of the appeal the complaint will be referred to the Executive Director or the Chair of the Board who will nominate a Board Member to investigate Stages 1 and 2 in order that they may consider the appeal to either agree with the findings or to further investigate the complaint.  At this stage the complainant has a right attend a meeting with the Board Member to give their point of view.  

The complainant will be informed of the decision in writing. This decision is final. 

2.4
All complaint documentation will be held securely in line with our Data Retention Policy.

2.5
At no stage, from when the complaint is received, should anyone who is mentioned in the complaint contact the complainant.  Any staff member who is mentioned in the complaint, will be advised by The Operations Manager, that they should not make any contact with the Complainant until the matter is investigated.

