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This policy sets out how Community Resource welcomes, handles and learns from feedback, whether that is a compliment, a comment or suggestion, a concern, or a complaint. It should be read alongside our Leading and Working Together guide, which sets out the values, Welcoming, Helpful, Trusted, Knowledgeable and Adaptable, that shape how we work, and alongside our Information Governance and Data Protection Policy where a complaint involves personal information.


Version history
	Version
	Date
	Approved by
	Summary of changes

	Previous (superseded)
	September 2017
	Board
	Original Shropshire RCC Complaints Policy: a three-stage complaints process only, with no reference to feedback, current data protection law, or AI.

	2.0 
	28 July 2026
	Board of Trustees
	Replaces the 2017 policy. Reframed around feedback; aligned with Leading and Working Together; updated for data protection law, AI use and accessibility; annual review (was three-yearly).

	2.1
	11 September 2026
	Board of Trustees
	Following Board discussion, contains a stronger section to deal with Unreasonable, Persistent or Vexatious Complaints and Behaviour





1. Purpose of this policy
This policy sets out how anyone who uses our services, works or volunteers with us, or otherwise comes into contact with Community Resource can tell us how we're doing and what happens when they do. It exists because how we work is just as important as what we do and we treat feedback as a chance to learn and improve, not something to be defensive about.

The purpose of this policy is to ensure that Community Resource:

· welcomes and records compliments, comments and suggestions, as well as concerns and complaints, so we can recognise what's working and learn from what isn't
· resolves concerns quickly and informally wherever possible and provides a clear, fair route for formal complaints when that isn't enough
· makes this policy easy to find and easy to understand for anyone who wants to use it, including where extra support is needed to do so
· reports feedback and complaints to the Board of Trustees, so that patterns inform our services, policies and training
2. Scope
This policy applies to anyone who uses our services, works or volunteers with us, or otherwise comes into contact with Community Resource. It covers feedback about our services, our staff and volunteers, or this policy itself. Complaints about a service we deliver on behalf of a commissioner, such as Healthwatch Shropshire or the Independent Health Complaints Advocacy Service (IHCAS), may also be subject to a separate statutory complaints route, described in section 12.
3. What we mean by feedback
We welcome all kinds of feedback. This policy mostly covers concerns and complaints, but we log and act on compliments and suggestions too.

· compliment: telling us something went well, so we can recognise it and keep doing it
· comment or suggestion: an idea or observation that could help us improve, even if nothing has gone wrong
· concern: something that's bothering you that you'd like us to look into or be aware of
· complaint: you're unhappy with something we've done, or not done and want us to put it right
4. How to tell us
There's no wrong way to get in touch. You can:

· talk to any member of staff or volunteer directly
· phone us on 01743 360641
· email enquiries@community-resource.org.uk
· use the feedback form on our website
· write to us at Community Resource, 4 The Creative Quarter, Sitka Drive, Shrewsbury Business Park, Shrewsbury, SY2 6LG
· ask someone you trust, a family member, friend, carer or advocate, to contact us on your behalf

If you'd find it easier to raise a concern with some support, for example an easy read version of this policy, a translation, a British Sign Language interpreter, or help putting your complaint into writing, please tell us and we'll arrange this. It won't cost you anything.
5. What happens next
Most concerns are sorted out quickly and informally. If that doesn't resolve things, or your concern is more serious, you can make a formal complaint. Here's how each stage works:

1. Step 1, sorting it out informally: talk to the person involved, or their manager, at the time. Most things are resolved this way, usually straight away.
2. Step 2, formal complaint: put your complaint in writing to the Chief Executive, or to the Chair if your complaint is about the Chief Executive. We'll acknowledge it within 5 working days and respond within 15 working days.
3. Step 3, independent review: if you're not satisfied with our response, you can ask for it to be looked at again by a trustee who was not involved the first time. We'll respond within 20 working days of your request.
4. Step 4, final review: if you remain unhappy, you can ask for a final review by the Chair and a panel of the Board. This is the last stage of our internal process, and we'll respond within 20 working days of your request.

If we can't meet a timescale, for example because we need specialist advice, we'll tell you why and let you know when to expect a response.
6. If it's urgent, or about someone's safety
If you believe someone is at immediate risk of harm, please contact the emergency services on 999 first. You're welcome to tell us as well, so we can follow it up, but please don't wait for us before getting emergency help.
7. What's helpful to include
To help us look into things as quickly as possible, it helps if you can tell us:

· your name and how best to contact you, unless you'd rather stay anonymous, see section 8
· what happened, when and where, and who was involved
· what you feel went wrong
· what you'd like us to do about it

You don't need to write a lengthy account. A few clear paragraphs are usually all we need and we'll come back to you if we need more information.
8. Confidentiality, your information, and anonymous feedback
We treat every complaint as confidential and only share details with the people who need to know in order to look into it properly.

We handle your personal information in line with data protection law and guidance from the Information Commissioner's Office (ICO). If you believe we haven't handled your personal information appropriately, you can raise this with us directly as a data protection complaint, and we'll acknowledge it within 30 calendar days. You can also contact the ICO.

You're welcome to raise a concern anonymously. We'll look into what we can, but please bear in mind that we may not be able to investigate fully, or let you know the outcome, without a way of contacting you.
9. Using AI (Artificial Intelligence) to help write your complaint
You're welcome to use AI tools to help you put your complaint into words. Please check anything it produces for accuracy and tone before sending it to us, as AI can make mistakes or invent details.

If any part of how we look into or decide on your complaint involves an automated or AI-assisted tool, a person will always review it before we respond and you have the right to ask us to explain how a decision was reached.
10 . Unreasonable, persistent or vexatious complaints and behaviour
We will treat all complaints fairly and respectfully. We recognise that people may be upset, frustrated or persistent when raising a concern, and this alone does not make a complaint vexatious.
However, we will not tolerate abusive, threatening, discriminatory or harassing behaviour, nor contact that is excessively repetitive, deliberately disruptive or places unreasonable demands on our staff, volunteers or resources. This may include:

· repeatedly raising an issue that has already been fully considered, without significant new information;
· making excessive or unreasonable demands about contact, timescales or outcomes;
· refusing to accept that the complaints process has concluded; or
· making knowingly false, malicious or unfounded allegations intended to cause distress or disruption

Where this occurs, we may limit the frequency or method of contact, require communication through a named person, decline to respond to repeated correspondence that contains no significant new information, or bring the complaint to a close. Abusive or threatening calls or meetings may be ended, and serious threats or potentially unlawful behaviour may be reported to the appropriate authority.

Any restrictions will be proportionate and authorised by the Chief Executive, or by the Chair where the complaint concerns the Chief Executive. We will normally explain the reasons for the decision, how long any restriction will apply and how it can be reviewed. Restrictions will not prevent us from considering a genuinely new complaint or significant new evidence.
11 . What we do with your feedback
Every complaint is recorded and reported to our Board of Trustees, alongside compliments and suggestions we've received. We look for patterns across our feedback, not just individual cases and use this to improve our services, policies and training. This reflects our growth mindset: we see challenges and setbacks as something to learn from together, not just something to close down.

12 . If you're still not satisfied
Our internal process ends with the final review described in section 5. Depending on what your complaint is about, you may also be able to take it further:

· Charity Commission, for concerns about how we're run as a charity
· Information Commissioner's Office (ICO), for concerns about how we've handled personal data
· Health and Safety Executive, for serious health and safety incidents
· Police, if you believe a crime may have been committed

If your complaint relates to a service we deliver on behalf of a commissioner, such as Healthwatch Shropshire or the Independent Health Complaints Advocacy Service (IHCAS), there may be a separate statutory complaints route that applies alongside this policy. We'll tell you about this if it's relevant and help you find the right route.
13. Who's responsible
· all staff and volunteers welcome feedback warmly, resolve what they can informally, and pass on anything more serious
· the Chief Executive oversees formal complaints (Step 2) and reports feedback trends to the Board
· a nominated trustee leads independent reviews (Step 3)
· the Chair and Board of Trustees carry out the final review (Step 4) and hold overall oversight of this policy
14. Review and updating of this policy
This policy will be reviewed every two years, alongside the Governance and Risk Working Group's other governance documents, to check that it is being followed in practice and remains aligned with our other policies, including the Information Governance and Data Protection Policy. 

This policy has been informed by general good practice guidance for charities on feedback and complaints handling, including guidance referenced by the Charity Commission, the ICO and sector bodies such as NCVO.
Community Resource is the operating name of the Community Council of Shropshire Registered Office: 4 The Creative Quarter, Shrewsbury Business Park, Shrewsbury, SY2 6LG
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