	[image: A logo with text on it

Description automatically generated]
African Heritage Alliance (‘AHA’)
Complaints Policy
Purpose
The African Heritage Alliance is committed to providing a safe, respectful, and high-quality service for all users of the African Caribbean Centre, including families participating in supervised contact visits and general centre users. This policy ensures that complaints are handled promptly, fairly, and transparently, with a focus on resolution and continuous improvement.
Scope
This policy applies to:
· Families and individuals involved in supervised contact visits.
· General users of the African Caribbean Centre.
· Volunteers, staff, and contractors engaged in activities at the Centre.
Policy Statement
We value feedback from all Centre users and are committed to addressing concerns in a timely and effective manner. Complaints provide an opportunity to improve our services and ensure a safe and supportive environment for all.
Making a Complaint
1. Informal Complaints
· In the first instance, we encourage users to raise concerns directly with the relevant staff member, volunteer, or Centre Co-ordinator.
· Many issues can be resolved quickly and informally through open dialogue.
2. Formal Complaints
· If the issue cannot be resolved informally, or if the complainant prefers, a formal complaint can be submitted.
· Complaints should be made in writing and addressed to the Centre Co-ordinator.
· Include details of the complaint, dates, individuals involved, and any supporting information.
· Formal complaints can be submitted via:
· Email: [Insert Contact Email]
· Post: [Insert Centre Address]

Complaint Handling Process
1. Acknowledgment:
· Complaints will be acknowledged in writing within five working days of receipt.
2. Investigation:
· An impartial staff member or external party will be assigned to investigate the complaint.
· The investigation may involve speaking to relevant parties, reviewing records, and gathering evidence.
3. Response:
· A written response will be provided within 20 working days. If more time is required, the complainant will be informed.
· The response will outline:
· The findings of the investigation.
· Any actions taken to resolve the issue.
· Steps to prevent recurrence, where applicable.
4. Appeals:
· If the complainant is dissatisfied with the response, they may appeal by writing to the African Heritage Alliance Board within 10 working days of receiving the response.
· The appeal will be reviewed, and a final decision communicated within 20 working days.

Special Considerations for Safeguarding Complaints
· Complaints involving safeguarding concerns, such as risks to children, will be escalated immediately in accordance with the Centre’s Safeguarding Policy.
· The Centre may involve external agencies, such as social services or the police, as necessary.

Confidentiality
· All complaints will be handled with the utmost confidentiality.
· Information will only be shared on a need-to-know basis and in compliance with GDPR and other relevant laws.
Unacceptable Behaviour
The African Heritage Alliance values respectful communication. Abusive, threatening, or discriminatory behaviour by any party during the complaint process will not be tolerated and may result in limited communication or removal from the Centre’s services.
Monitoring and Review
The African Heritage Alliance will monitor complaints to identify patterns and areas for improvement. This policy will be reviewed annually and updated as needed.
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