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1 Introduction

Start360 is committed to providing high quality, transparent & accessible service to
everyone we deal with. In order to do this, we need you to tell us when we get things
wrong. We want to help resolve your complaint as quickly as possible.

We handle any expression of dissatisfaction with our service which calls for a
response as a complaint. We listen to your complaints, treat them seriously, & learn
from them so that we can continuously improve our service.

2 What is a Complaint?

A complaint is an expression of dissatisfaction, whether justified or not.
Our policy covers complaints about:

» the standard of service you should expect from us.

» the behaviour of our staff in delivering that service.

* any action, or lack of action, by our staff or others engaged on Start360
business.
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3 Our Standards for Handling Complaints

We can receive complaints by letter or email, or alternatively if required by virtue of
reasonable adjustments. We treat all complaints seriously.

e You can expect to be treated with courtesy, respect, & fairness at all times.
We expect that you will also treat our staff dealing with your complaint with the
same courtesy, respect, & fairness.

e We will treat your complaint in confidence.

e We will endeavour to ensure the complaint is overseen by someone
independent of the person and their team associated with the complaint.

e We will deal with your service complaint promptly. We will acknowledge
receipt of a complaint within three working days where we have a return
address, we will include a copy of this policy.

e We aim to have all complaints resolved within 21 days, however in a few
cases this may not be possible, for example if your complaint is very complex.
If this happens, we will tell you the reason why & let you know when we will be
able to reply in full, keeping you fully informed of progress.

We will not treat you less favourably than anyone else because of your:

» sex or legal marital or same-sex partnership status: this includes family
status, responsibility for dependants, & gender (including gender
reassignment, whether proposed, commenced or completed).

sexual orientation.

colour or race: this includes ethnic or national origin or nationality.
disability.

religious or political beliefs, or trade union affiliation.

any other unjustifiable factors, for example language difficulties, age,
pregnancy, & maternity.

YVVVYVYY

4 Third Party Reporting

Complainants may wish to have a third-party act on their behalf. A third party is any
person or organisation acting on behalf of or making enquiries for the complainant.
For example, third parties may include:

* advice organisations.
» professionals such as social workers, community psychiatric nurses, doctors,
or solicitors.
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+ family members or friends.

Where a third party is helping a complainant with a particular complaint, we need
written consent to that effect. Where we have this authority, we will endeavour to
take all possible steps to keep the third party informed of progress on the complaint.

5 Confidentiality

All complaints received will be dealt with confidentially & in accordance with the
requirements of the Data Protection Act 2018, subject to the need to disclose
information as required by statutory authorities, and/or as a result of statutory, legal,
or parliamentary obligations placed on the organisation.

6 How to Complain

If you wish to make a complaint, you can do so by email or letter or by downloading a
complaint form from our website https://www.start360.org/contact

If you need a reasonable adjustment to ensure you can register your complaint, you
can contact us alternatively by:

+ telephone (one of our staff members will help you by writing out your complaint) and
will send you a copy via email or hard copy for your records.

* asking a member of staff to help you in writing out your complaint

Our contact details are in the Contact Us section below. If you require different
adjustments, let us know and we will try and put those arrangements in place where
we can.

7 Contacting Us

All complaints and requests for review under our complaints procedure should be
sent as follows:

By post:
FAO Corporate Services Manager
Start360
6-10 William Street
Belfast

BT1 1PR
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By email: info@start360.0rg

If you are unable to contact us in writing as above, & require a reasonable
adjustment, you may contact us as follows:

Telephone: 028 9043 5810 (FAO Corporate Services Manager)
During Covid-19, while our offices are closed, our contact number is: 0792 312 9559

This number will not be accessible when our offices are open again.


mailto:info@start360.org
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8 How we will Respond to your Complaint

Complaint received & logged

|

Acknowledgement letter/email sent within 3 days of receiving complaint.

We will then investigate your complaint. This will normally be carried out by an
investigating officer (where possible someone independent of the person and their team
associated with the complaint) who will review the matter.

The investigating officer will then invite you to a meeting to discuss & hopefully resolve
your complaint. They will do this within 14 days of sending you the acknowledgement
letter/email.

Within 3 days of the meeting, the investigating officer will write to you to confirm what has
taken place & any solutions they had agreed with you.

If you do not want a meeting or it is not possible, the investigating officer will send you a
detailed written reply to your complaint, including their suggestions for resolving the
matter, within 21 days of acknowledgement letter.

Are you happy with our response?

Yes No

Complaint closed Ask for a review of our response

If you are still not satisfied, you should contact us again & we will arrange for another
manager or someone unconnected with the matter to review the investigating officer’s
decision.

We will then write to you within 14 days of receiving your request for review, confirming
our final position on your complaint & explaining our reasons.

If you are still not satisfied, you can contact the Charity Commission for Northern Ireland,
Marlborough House, Central Way, Craigavon, BT64 1AD. They can be contacted by
telephone on 028 3832 0220 or by completing the online contact form at
www.charitycommissionni.org.uk.
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9 Remedies

When we get things wrong, we will act to:

» accept responsibility and apologise.

+ explain what went wrong and why.

« put things right by making any changes required.

+ learn lessons from mistakes and change policies and practices where
proportionate and sensible to do so.

The action we take to put matters right in response to a complaint follow the general
principle that complainants should, so far as possible, be put in the position they
would have been in, had things not gone wrong.

The remedy applied needs to be proportionate and appropriate to the failure in
service and consider what response people seek when they complain.

An apology is generally the most appropriate action, but other action may also be
necessary in some circumstances.

10 Recording Complaints

Complaint details, outcomes & actions taken are recorded by us and used for service
improvement. We record all complaints we receive and collate data from them to
help us understand what types of problems are most prevalent, and how well we are
doing to resolve them. We value your feedback and expect to use it to help us to: get
things right in the future if we have not done so already, become more client
focused, be more open and accountable, act fairly and proportionately & seek
continuous improvement

We will handle your information so that it is only processed and retained
appropriately and legally, in line with data protection legislation.

11 Discrimination, Harassment, or Victimisation

Employees/participants of all Start360 services who believe that they have suffered
any form of discrimination, harassment or victimisation are entitled to raise the
matter through Start360’s Complaints Procedure (see above). All complaints of
discrimination, harassment or victimisation will be dealt with seriously, promptly, &
confidentially.

These internal procedures do not replace or detract from the right of the employees
to pursue complaints under the “Sex Discrimination (NI) Orders 1979 and 1988”.
“The Disability Discrimination Act 1995” and the “Race Relations (NI) Order
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(Amended) Regulations (NI) 2003” to an Industrial Tribunal, or under the “Fair
Employment and Treatment (NI) Order 1998” to a Fair Employment Tribunal.

It is the policy of Start360 to ensure that employees/participants pursuing their rights
under the legislation will not be victimised.

If you are still not happy with the Start360 Complaints Procedure you can contact the
Office of the Northern Ireland Public Services Ombudsman - www.Nipso.org.uk

12 Reasonable Adjustments

Start360 is committed to equal opportunities and our aim is to make our complaints
policy easy to use & accessible to all our clients/participants. We will take reasonable
steps to accommodate any reasonable adjustments you may have to enable you to
access this policy or receive responses to complaints in other formats & provide
such assistance as you may reasonably require.

If you would like the policy or a response to a complaint in another format (such as
Braille, audio CD, BSL video, large print, or easy read) please contact
info@start360.0rq.
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