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General Principles
Vauxhall City Farm (hereafter referred to as VCF) aims to provide staff, members, visitors, organisations and individuals with the best possible service. We positively welcome suggestions you may have for how we can improve our service.

Usually, a word with the person at the point of service delivery will suffice should a problem arise and we would encourage you, in the first instance, to discuss your complaint with the relevant member of our team in order to try to find a satisfactory resolution.  

However, we recognise that from time to time there may be occasions when visitors and users of our services feel that the quality or level of service provided falls short of what they could reasonably expect. We also want to know about these occasions so that we can make good the problem and plan to avoid its repetition.

VCF will take all complaints seriously and The Trustee Board will be regularly informed by the Chief Executive of the number and nature of any complaints and their outcome.  Consideration will be given to the implications these have for the planning and management of future services annually, as part of VCF’s self-evaluation.
If you have a complaint, we would like you to tell us about it.
Introduction

This policy sets out the procedures we will follow when we receive a complaint from users of our service, from another organisation or individuals working for another organisation, or a member of the public who has a legitimate interest in VCF. It does not address complaints made by staff or volunteers - these are dealt with through grievance and disciplinary and bullying and harassment policies. The definition of staff for the purpose of this Complaints Procedure covers workers, employees, consultants, advisors, sessional workers and volunteers who work with Vauxhall City Farm from time to time on projects. The procedure is meant to provide a means to resolve a dispute between Vauxhall City Farm and any external complainant. 

All managers are responsible for ensuring that all external parties, as appropriate, are aware that we have a complaints policy and procedure. 

Statement of intent
We will try to explore every reasonable option to resolve complaints by working with the person making the complaint to agree an outcome which is satisfactory to them and Vauxhall City Farm.
We will ensure that all information received and produced in connection with a complaint is treated as confidential and handled sensitively, that only those who need to know have access to that information, and that relevant data protection requirements are all met. 

We will not deal with complaints or challenges where, in the reasonable opinion of the investigator/CEO or Chair of trustees, they amount to persistent, habitual or vexatious complaints or challenges. 

Vauxhall City Farm expects any complainant to be polite and courteous. We will not tolerate aggressive, abusive or unreasonable behaviour or demands. 

Making a complaint
a) Complaints should, in the first instance, be made to the appropriate Manager (Riding, Operations (for Café), Farmyard or Education) who will try again to resolve the issue informally. To allow for a proper investigation, concerns or complaints should be brought to the attention of VCF as soon as possible. In general, any matter raised more than 3 months after the event to which the complaint refers, will not be considered. 

b) If the issue is serious, or you are not satisfied with the initial response, you should make a formal complaint.

First Stage

c) Your complaint should be made in writing by letter or email, marked Private and Confidential and sent to the Chief Executive who will acknowledge it in writing (normally within 7 working days of receipt). Remember to keep a copy of your letter.
d) Send your complaint to: Monica Tyler, Chief Executive Officer, Vauxhall City Farm, 165 Tyers Road, London SE11 5HS.  Or by email to her at monica.tyler@vauxhallcityfarm.org 
e) You should include full details of your complaint including 

1. The nature of your complaint

2. Where and when what you are complaining about happened

3. The name(s) of anyone involved and witnesses (if known)

4. Copies of relevant documents
5. A clear statement of what you would like VCF to take to resolve your concern. Without this, it is much more difficult to proceed.
6. Your contact details (name, address, daytime telephone number and/or email address).

Without this, it is much more difficult to proceed.

f) Once your complaint has been received, we will normally deal with it as follows:

Who the complaint is about

Who will investigate, deal with, and respond 

to you about it
Any member of staff or volunteer
Chief Executive Officer or Operations Manager

Operation Manager


Chief Executive Officer

Chief Executive


Chair of Trustees

Any Trustee



Chair of Trustees



The Chair of Trustees


Deputy Chair of Trustees.
g) Our acknowledgement will inform you of when we will next contact you either with a proposed resolution or update. It will also inform you of the name of the person dealing with your complaint.  
h) That person will then investigate and deal with it and then respond to you with their definitive reply within 21 working days. If this is not possible because, for example, an investigation has not been fully completed, an update will be sent with an indication of when a full reply will be given.

Second stage

i) If you are dissatisfied with the results of the inquiry, you have the right to put your case in writing within 28 days of receiving the outcome of the first stage, or personally to a panel comprising at least 2 members of the VCF Trustee Board (excluding any who may be the subject of your complaint or part of the first stage investigation).

j) Please contact them by letter or email as required for the First Stage (as above) setting out clearly the details of the complaint, explaining why you were not satisfied with our response under the First Stage and what you would like us to do to put things right.

k) We will send an acknowledgment within five working days.

l) If attending personally you have the right to be accompanied by a friend or advocate (not of the legal profession) to help put your case. (The panel also has the right to have an advisor present).
m) The panel will further investigate your complaint, seeking clarification if needed from any parties involved, and will contact you with their conclusions and any actions to be taken.

n) The Third Stage will be completed within 28 working days.  

o) The decision of the panel will be final.

p) Where appropriate, VCF will agree to, and take, any further action necessary to make good the cause of the complaint.
q) All formal complaints and the response made to them will be recorded and filed in a secure place, in keeping our GDPR policy.
VCF’s complaints procedure will be published and made available to all organisations, visitors and individuals who use its services.
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