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Groundwork UK has a responsibility on behalf of The Federation of Groundwork Trusts to seek to ensure the highest possible standards of service to partners, funders, users and all those with whom Groundwork has dealings in line with the Federation’s purpose and core values, limited only by available funding and staffing resources.

If we fail to meet your expectations, we want to hear from you.  

It is our policy to ensure that complaints are dealt with efficiently and in accordance with our complaints procedure. This document explains that procedure. 

What can I complain about?

You can complain if you think that:

· we have not treated you politely

· we have discriminated against you or treated you unfairly

· we have failed to follow our own policies and procedures

· we have given you incorrect information or advice

You cannot use the complaints procedure to appeal against our decision to turn down an application for funding.  

If you make a complaint, we will treat you with respect and we expect you to treat our staff in the same way.  We will keep all complaints confidential.  

How do I make a complaint?

· If you are not happy with the service you have received from Groundwork UK, contact the person you dealt with and ask them to put it right.  If this is not possible or you remain dissatisfied, you can make a formal complaint.
· If you are not happy with the service you have received from a Groundwork Trust or other organisation or individual engaged by Groundwork UK you should, in the first instance, address your complaint to the Executive Director (or equivalent) of the Trust concerned.  If you are dissatisfied with the response you receive from the Trust or other organisation, you can ask Groundwork UK to investigate.  
Complaints should be made in writing using the Groundwork UK complaint form.  Forms are available in hard copy or electronically from:

Groundwork UK Customer Services 

Suite B2, The Walker Building,58 Oxford Street, Birmingham B5 5NR  
Tel: 0121 236 8565.  Email: customerservices@groundwork.org.uk 
If you cannot make your complaint in writing, please call our customer services team on 0121 236 8565.  They will be happy to discuss alternatives with you, for example completing a complaint form on your behalf.

Completing the complaint form

You can complete our complaint form by hand or electronically.  If completing by hand, please use BLOCK CAPITALS.  If completing electronically, all boxes will expand to fit your text.  

It is vital that you complete all sections of the complaint form.  This will help us to respond to your complaint quickly and effectively.  We need to understand why you are dissatisfied and how you would like to see the problem resolved.  Include background and factual information to support your complaint.

Please tell us: 

· what happened and when it happened

· where it happened (if relevant to a particular project location)

· who dealt with you

· what you would like to see happen next 

Where possible, include dates, times and locations of incidents/ meetings, names of staff involved and copies of relevant paperwork.  Please make a copy of the completed form before sending it back to us. 
If you need further assistance or advice please call customer services on 0121 236 8565.   

Investigating the complaint

We will acknowledge receipt of your completed complaint form - please indicate how you wish to receive this acknowledgement by ticking the appropriate box on the complaint form.  Our investigation will begin from the day we receive your form: 

· If your complaint is about Groundwork UK, we are committed to providing you with a written response within 10 working days.

· If we are investigating a complaint about a Groundwork Trust, we are committed to providing you with a written response within 14 working days. 

We will investigate your complaint by speaking to staff involved, reviewing relevant paperwork and, where necessary, contacting you to clarify details or request further information.  If we are not able to finish investigating your complaint within the promised time limits we will contact you to let you know what is happening.  

When we have completed our investigation, we will send you a written response that sets out how we investigated your complaint, our conclusions and any action(s) taken / to be taken.
If you are not satisfied with our response to your complaint, you are entitled to write to the Chairman of the Groundwork Federation Board giving full details of your concerns and the reasons for your dissatisfaction.  This must happen within four weeks of the date of our response. 

Privacy Notice

Any personal information provided to us as part of the complaints process will only be used for the purposes of investigating the complaint and will only be shared with persons that need to see it .Personal information relating to the complaint will be deleted or securely destroyed following six months of the conclusion of the complaints process.

Further information 

If you use our complaints procedure, you are agreeing that we can use any personal information you send us for purposes connected with your complaint.

All complaints, our responses and complaint records are signed off by the Chief Executive and a member of the Federation Board and will be kept on file indefinitely.
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