Ayrshire Cancer Support
Complaints Policy
1. 
Introduction
1.1
Ayrshire Cancer Support is committed to ensuring high standards in every aspect of our organisation. Despite our best efforts, things sometimes go wrong and we have developed a Complaints Policy to help you let us know when this happens. We believe an effective complaints procedure can contribute to the effectiveness of our service and this policy document sets out a procedure to enable you to complain about any aspect of our organisation.
1.2
We do all we can to ensure that members of staff and volunteers uphold our high standards and we welcome being informed when they have been less than satisfactory. Complaints should be made constructively and every effort will be made to resolve them at an early stage.

2.
Our Definition of a Complaint

2.1
An expression of dissatisfaction, however made, about the standard of service, or an action or omission by a member of staff or volunteer of Ayrshire Cancer Support.

3.
Who Can Make a Complaint

3.1
A complaint can be made by a user of our services or any other person               affected or likely to be affected by the action or decisions by a member of staff or volunteer of Ayrshire Cancer Support.

3.2
A complaint can also be made by someone acting on behalf of the user or person, with their consent.

4.
How to Complain

4.1
If you find cause to complain with any aspect of our organisation please tell us by whatever means is most convenient e.g. telephone, letter, fax, e-mail, face to face or via the contacts page on our website.
4.2
You should make your complaint as soon as possible and in any case within 3 months, depending on the circumstances this time limit may be extended by a further six months.

4.3 We will not normally be able to investigate anonymous complaints unless serious issues are involved.
5.
How Complaints are Dealt With

5.1
Informal Complaints
5.1.1
Most complaints are likely to be received by a member of staff or volunteer either in person or by telephone. If an error or lapse in service delivery has occurred, it should be possible to resolve the matter quickly and decisively. 
In this way most complaints should be resolved with no further action necessary. These ‘informal’ complaints will be recorded to enable management to identify and review service issues and identify common problems.

5.1.2
If your complaint cannot be dealt with immediately, or you wish to make a formal complaint, you will be advised of the procedure for doing this. If there are any doubts as to whether your complaint is formal or informal the member of staff receiving your complaint will verify this with you.

5.2
Formal Complaints

5.2.1 Formal written complaints should be submitted to the Chief Executive at the address shown on page 4 of this policy. The Chief Executive will inform the Chairperson/Secretary of the nature of the complaint. Receipt of your complaint will be acknowledged within 5 working days.

5.2.2 You will be kept fully informed of the progress of your complaint and once it has been investigated you will be informed of the outcome.
5.2.3 We aim to resolve your complaint as quickly as possible and most should be resolved within 20 working days. If the details of the complaint are complex the investigation may take longer, you will be kept fully informed.
6.
Appeals Process

6.1
If you are not satisfied with the response to your complaint please write back to the Chief Executive within one month of receiving your reply.
6.2
If you cannot reach agreement with the Chief Executive your complaint will be referred to the next board meeting of Directors. You will be informed of the date of that meeting.
6.3
Following the board meeting the Chairperson will advise the complainant 
in writing of the decision reached.
6.4
If after this exhaustive procedure agreement cannot be reached, we are willing to bring in a third party to listen to both sides and offer advice. This procedure will only be used where the complaint is of a serious nature. The mediator has no legal powers but can help to clarify the situation.

The mediator will:

· Help to define the problem

· Review the action

· Suggest further ways which may resolve it

· Keep an agreed written record of any meetings held and the advice given

· Keep all discussions confidential

6.5
If an unresolved complaint involves our fundraising practices you can contact the Fundraising Standards Board (details on p4). They will investigate your complaint and work with you and us (ACS) to resolve the problem.You must submit your complaint to the Fundraising Standards Board within 8 weeks of receiving our response.

CONTACT DETAILS

Ayrshire Cancer Support

16 Portland Road

Kilmarnock

KA1 2BS

               Chairperson:          Dr L. Dodds

                          Secretary:          Dr A. Orcharton





Chief Executive:
 Mr J. Beck

Tel:
01563 538008
Fax:
01563 540534

Email:
 admin@ayrshirecs.org
Web:
www.ayrshirecs.org
Opening Hours – Monday to Friday – 9am-4.30pm

Charity No: SC016098

…………………………………

Fundraising Standards Board
Scotland and Northern Ireland

22a/1 Calton Road

Edinburgh

EH8 8DP

      Tel: 0845 688 9894
        Web: www.fsboard.org/scotlandnorthernireland 
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