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Scope
This policy applies to all individuals who interact with Girlguiding Anglia, including volunteers, customers, clients, and members of the public. It covers all compliments and complaints relating to the delivery of our services, staff conduct, and organisational processes.
Purpose
The purpose of this policy is to provide a transparent, fair, and accessible process for receiving, managing, and learning from compliments and complaints. It supports continuous improvement, strengthens relationships with our stakeholders, and upholds our commitment to delivering high-quality, accountable, and responsive services.
Procedure
Submitting a Compliment or Complaint
All compliments and complaints must be submitted in writing and sent via e-mail: feedback@girlguiding-anglia.org.uk or post: [7 Great Hautbois Road, Coltishall, NR12 7JN], marked FAO: Executive Manager.
When submitting a complaint, please include as much detail as possible, including: a clear description of the issue or experience; relevant dates, times, and locations; names of any individuals involved or witnesses (if known); any supporting documents or evidence; your preferred resolution or outcome (optional — will be considered but not guaranteed); your full contact details; and your preferred method of communication.
The relevant manager will acknowledge receipt of your complaint within 5 working days. You will be notified if an investigation will exceed 10 working days, along with an explanation for the delay.
Appeals
If you are not satisfied with the outcome of your complaint, you may appeal the decision within 30 calendar days of receiving our response.
Appeals must be submitted in writing, clearly state the grounds for appeal (e.g., new evidence, procedural error), to the same email or postal address and marked FAO: Chief Commissioner.

A response to your appeal will be provided within 10 working days.
Please note: The outcome of the appeal is final and marks the conclusion of the complaints process. No further appeal will be considered.
Data Protection (GDPR)
Girlguiding Anglia reserves the right to publish compliments on our website or in marketing materials. Compliments may appear as “Received from [First Name]” only.
While we will take reasonable steps to protect your identity, your name or relevant details may need to be disclosed during an investigation, depending on the nature of the complaint.
In accordance with data protection and employment confidentiality laws, we may not be able to disclose specific outcomes related to disciplinary or internal actions involving staff members.
Raising a concern

Girlguiding Anglia is committed to protecting personal data and handling information responsibly. Individuals have the right to raise a concern or complaint about how their personal information is collected, used, stored, or shared.

This includes concerns from:
· Volunteers
· Young members and their parents/carers
· Staff and trustees
· Members of the public

Concerns may relate to:
· Inaccurate or outdated information
· Inappropriate or unlawful use of personal data
· Failure to respect data protection rights
· Information security or confidentiality issues
· Delays in responding to information requests

We will treat all concerns seriously and handle them in a fair, transparent, and timely manner.

How to make a complaint:

Complaints relating to information management or data protection should be submitted in writing, where possible, to:

· The Data Protection Officer (DPO) via dataprotection@girlguiding-anglia.org.uk 
· Via our formal complaints procedure via feedback@girlguiding-anglia.org.uk 
· or post: [7 Great Hautbois Road, Coltishall, NR12 7JN], marked FAO: Executive Manager

Complaints should include sufficient detail to allow proper investigation, including the nature of the concern, relevant dates or correspondence, and any supporting evidence.

Support will be offered to anyone who needs help raising a concern, including parents/carers acting on behalf of young members.

Complaint handling process

Upon receipt of a complaint, we will:

1. Acknowledge receipt within a reasonable timeframe (within 5 working days)
2. Without undue delay, take appropriate steps to Investigate the complaint proportionately, considering the nature and sensitivity of the issue, and keep people informed
3. Respond formally with the outcome of the complaint within one calendar month, notifying if the investigation will take longer than 10 days
4. Take appropriate corrective action where required, including rectification, restriction of processing, or procedural improvements

Where necessary, we may request further information to clarify the complaint.

Escalation

If you are not satisfied with the outcome, you may:
· Request an internal review by a senior leader or trustee within Girlguiding Anglia
· Escalate the matter externally to the Information Commissioner’s Office (ICO)

Details of how to contact the ICO will be provided upon request or can be found via the ICO website.

Safeguarding Considerations

Where a complaint involves the personal data of a young member or raises safeguarding concerns, this will be handled in line with Girlguiding’s safeguarding policies. Protecting the safety and wellbeing of young people will always be the primary consideration.


Monitoring and Review
This is a non-contractual procedure and does not form part of any employment or service agreement. It will be reviewed at least every 3 years, or earlier if required by changes in law or operational practice — whichever comes first.
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