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Lotus Families Complaints Policy

1. Policy Statement

Lotus Families is committed to continually improving the quality of its services. We recognise that raising a complaint can feel difficult, particularly for people who have experienced trauma. Our complaints process is designed to be clear, fair, and supportive, following the six pillars of trauma-informed practice:

· Safety – complainants will be treated with respect, compassion, and care at all times.
· Trustworthiness & Transparency – the process is clear, with open communication about timescales, next steps, and who is responsible.
· Choice – complainants may bring a supporter or advocate with them at any stage.
· Collaboration – we will work with the complainant to understand concerns and seek constructive solutions.
· Empowerment – we will listen carefully and take action to improve where needed.
· Cultural Sensitivity – we will ensure the process is fair, accessible, and inclusive, recognising the diverse needs of those we support.

We welcome complaints as an opportunity to learn, improve, and ensure our services remain safe and responsive.

For the purposes of this policy, a complaint means:
“letting us know you are unhappy with the service you received, so that we can record your concerns, learn from them, and try to put things right.”

2. Scope

This procedure may be used by referrers, volunteers, clients, families, and other stakeholders supported by Lotus Families.

This procedure does not apply to:
· Employees raising concerns about their employment (covered by Lotus Families’ Grievance and Disciplinary Procedures).
· Management concerns about an employee’s performance, which may instead be addressed under staff employment procedures.

If a complaint shows that staff behaviour or employment rules may have been broken, this will be considered under HR processes.
If a complaint relates to potential discrimination, staff and volunteers must inform the complainant of their right to make a claim under the Equality Act 2010 (within three months of the alleged incident).

3. Responsibilities

· All staff and volunteers must respond sensitively to anyone wishing to raise a concern, offer information about the Complaints Procedure, and support them in accessing it.
· The Services Manager leads Stage 1 investigations, unless directly involved in the matter.
· The CEO ensures the process runs properly and leads Stage 2 responses, unless directly involved.
· The Chair of Trustees oversees Stage 3 reviews and appoints trustees where required.

If a complaint is about the CEO, the Chair will appoint a trustee to act as the main contact and oversee the procedure from the outset.

If a complaint is made about an individual trustee (other than the Chair), the complaint will be handled by the Chair of Trustees, who may appoint an independent trustee to investigate.

If a complaint concerns the Chair of Trustees, another trustee will be appointed by the Board to take the lead.

In cases where the complaint raises concerns about the whole Board or about governance issues, the matter may be referred to the Charity Commission or another relevant external body.

4. Stages of the Complaints Procedure

The procedure has three stages. All complaints will be acknowledged in writing within five working days. A complete record will be kept securely for two years.

Stage One - First Response
· The complaint should be submitted via email (or via a supporter/advocate).
· If the complainant is being assisted with their complaint, the supporter must confirm that they have the complainant’s permission to act on their behalf.
· Normal process: The Services Manager will look into the complaint and respond in writing within ten working days of acknowledging receipt. A copy will be sent to the CEO and Chair for information.
· If the Services Manager is directly involved: the CEO will handle Stage 1.

Stage Two - Review
· If dissatisfied, the complainant may request a review in writing within ten working days of receiving the Stage 1 response, explaining why they remain dissatisfied.
· Normal process: The Services Manager will review the Stage 1 outcome and any new information, provide a Stage 2 written response within twenty working days, and forward the full file to the CEO for oversight.
· If the Services Manager is directly involved (so Stage 1 was handled by the CEO): the request goes to the Chair, who will appoint an independent trustee to review the complaint and provide the Stage 2 response within twenty working days.

Stage Three - Final Review

· Normal process: If the complainant remains dissatisfied after Stage 2, the matter is reviewed by an independent trustee (not previously involved), appointed by the Chair. The trustee will review the papers (and may meet with the complainant if requested) and issue a final written response within ten working days of the review meeting/decision.
· If the Services Manager was directly involved: Stage 3 is conducted by the Chair, who undertakes the final review and issues the final written response within ten working days.

This is the final stage of the process within Lotus Families.

5. Trauma-Informed Commitments

· Complainants will be treated with respect, dignity and empathy.
· Supporters, advocates, or interpreters are welcome at every stage.
· Responses will use clear and non-judgemental language.
· Complainants will be kept informed of progress to reduce uncertainty.
· All complaints will be used constructively to improve services and strengthen accountability.


6. Summary Table
	Stage
	Who leads (normal)
	If Services Manager is directly involved
	Acknowledgement timeframe
	Response timeframe

	Stage 1 - First Response
	Services Manager
	CEO
	5 working days
	10 working days

	Stage 2 - Review
	Services Manager (forwards full file to CEO)
	Chair appoints an independent trustee
	5 working days
	20 working days

	Stage 3 - Final Review
	Independent trustee appointed by Chair
	Chair
	5 working days
	10 working days
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Complaints Policy and Procedure
  POLICY STATEMENT


Lotus Families is committed to developing the quality of its services.  The Complaints Procedure enables referrers, volunteers, clients, families and other stakeholders being supported by Lotus to make complaints about the service and to have their complaints considered.

A complaint, in the context of the Procedure, means: “the expression of dissatisfaction with the service provided and the wish to have that dissatisfaction recorded and, where appropriate, considered for improvement of the service and for the removal of dissatisfaction”.
  PROCEDURE


Contextual issues

This procedure does not relate to and may not be used by:

Employees of Lotus. The Complaints Procedure is separate and distinct from the Grievance and Disciplinary Procedures which enable employees to raise grievances in connection with their condition of employment and other employment-related matters.

Managerial Staff of Lotus when an employee may be in breach of the terms of their employment. However, an investigation of a complaint may lead to the identification of disciplinary issues and associated action.

Responsibility of staff and volunteers

Lotus staff and volunteers must be sensitive and helpful to individuals who have reason to raise a complaint/issue of concern, and to those acting on their behalf. This reflects ’s commitment to a high-quality service.  Staff and volunteers are expected to deal directly with issues brought to their attention as a routine part of their role. Recourse to the formal procedure should be reserved for those issues which cannot be resolved in this way.   In such situations, staff should provide information about the Complaints Procedure and help complainants and, when relevant, their supporters to understand and use it.

Staff and volunteers must advise anyone who feels that they may have been subject to any form of discrimination that they also have the right to use the provisions of the Equality Act 2010. There should be no delay in giving this information since there is a three-month time limit for making a submission for a claim under the Act. However, it is up to the person concerned to decide whether to use that process and it is advisable for them to take specialist advice before proceeding.

The CEO is responsible for ensuring the smooth working of the Complaints Procedure.



In the event that a complaint concerns the actions of the CEO, a designated trustee, appointed by the Chair, will be the main point of contact from the outset and until an investigation is concluded. The CEO will be required to forward any such complaint to the Chair immediately. The Chair will then take responsibility for the smooth working of the Complaints Procedure.

Stages of the procedure

The Complaints Procedure has three stages. The actions required at each stage are specified on the Complaints Record Form (Appendix 2). The timing of the actions must be recorded on this form. The complete set of documents for each complaint must be kept on file for two years.

Stage One:

An individual wishing to lodge a complaint must put their concern in writing to the CEO. If a complainant wishes to ask a supporter to act on their behalf, the CEO must ensure the complainant is sent (or given) a complaint form (Appendix 1) for completion by both parties without delay. 

Receipt of the written complaint letter or the form will be acknowledged within five working days. A copy (along with any other related correspondence) will be sent to the Chair for information.

The CEO will consider the complaint, carry out the necessary investigation and respond to the complainant in writing within ten working days of acknowledging receipt of the complaint letter or form. A copy of the response will be sent to the Chair for information.

Stage Two:

If a complainant is not satisfied with the Stage 1 response, they (or their supporter) must respond to the CEO’s response in writing within ten working days of the date of that response stating their reason for being dissatisfied. 

The CEO will acknowledge receipt of the complainant’s response within five working days of receipt and will forward it to the Chair.  The Chair will initiate an investigation by appointing a trustee to carry out the investigation. Through the CEO, the trustee will be given access to relevant staff and documents and may meet with the complainant if requested.  The complainant will be advised when an investigation has been started and the expected timescale for an outcome to be determined. Normally, an investigation and Stage two response should be completed within twenty working days from the appointment of the designated trustee.

3.3 Stage Three:

If a complainant remains dissatisfied following the Stage 2 investigation by a trustee, they (or their supporter) must put the reason for their dissatisfaction in writing to the Chair of the Board of Trustees within ten working days of receipt of the Stage 2 outcome.  The letter will be acknowledged within five working days of receipt and the complainant will be informed that the complaint will be considered at a meeting of the Board of Trustees.

The Chair will then call an extraordinary meeting of the Board of Trustees at the earliest opportunity and inform the complainant of the date of the meeting. The Chair will send a final, agreed response within ten working days of the meeting.  Consideration of the complaint will then be regarded as full and final and there will be no further opportunity for consideration within Lotus.



This policy will be reviewed every three years or more frequently if appropriate



Policy reviewed, ratified, and adopted by the board: September 2023October 20242025

Policy review date: September 2026October 20262028


Declaration: For the attention of staff, volunteers, and trustees:
Thank you for reading this policy. If you have been asked to sign this document via Adobe Sign, you are signing to confirm that you have read, understood, and agree to adhere to the policy contents. 
Your signature also confirms your understanding that a failure to work to this policy may result in suspension pending investigation. For staff this may result in disciplinary action; trustees or volunteers who do not comply may be asked to leave Lotus.
Signature: 

Name: 
Role: (Trustee/staff/volunteer)
Date: 









































APPENDIX 1 – Complaint Form

To be completed by the complainant and their supporter

Please note: If you, the complainant, are being assisted with this complaint, please confirm that you have the permission of the person supporting you to:

make the complaint on your behalf and 
disclose their personal details 

by completing and signing the form below.

Name & address of complainant	If acting on behalf of the complainant, please provide 
						your information below

Name:						Name:

Address (including postcode)			Address (including postcode)





Telephone number:				Telephone number:

Email address:					Email address:


I give permission for				I confirm I have permission to make 
						this complaint on behalf of

……………………………………………………..     		……………………………………………………….

to make this complaint on my behalf.		Your relationship to the complainant:

						……………………………………………………….


Signed:	 ……………………………………….		Signed:  ……………………………………………


Details of the complaint:

Please provide details of the complaint overleaf and/or on a separate sheet if necessary.
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