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The Suffolk Brokerage Ltd

COMPLAINTS  PROCEDURE

It is important that those utilising the services of the Brokerage have the opportunity to raise issues regarding the workings of the Brokerage that give cause for concern. These concerns may take many forms but this procedure deals primarily with those concerns that require a formal response.

It is expected that before using this procedure individuals will have taken steps to raise their concerns via the Brokerage Director.

General queries could be addressed through this mechanism where what is required is an answer to a question or a further piece on information.
Where this route has not satisfied the query then the next step would be raise the matter through the Board meetings through questions by representatives or a formal agenda item.

Procedure

The complaints procedure would be utilised only when those mechanisms outlined above have failed to produce satisfactory responses or where the matter is serious and relates to appropriateness of behaviour of officers, or Directors of the Brokerage or financial probity issues.

In these cases the matter should be raised in writing with the Chair of the Board of Directors. The nature of the complaint should be set out clearly with any supporting evidence.

The Chair of the Board should then convene an investigative panel, (within 7 days) which comprises the following members

One provider (from a sector other than that of the Complainant)

One funder (if the complaint is about the use of a particular funding stream then this person should be from another funder)

One member of the Board (who will chair the panel)

One other independent person

The panel will establish the information that they need to investigate the complaint and ensure that information is gathered. Officers of the Brokerage should cooperate fully with this process – except where the requirements of the Data Protection Act prohibit the sharing of information. This process should be completed within 28 days.

The panel will then make a recommendation regarding the complaint and communicate that to the complainant and the Chair of the Board.

Appeals
Should the complainant be unhappy about the outcome of the process they should write to the Chair of the Board setting out their reasons for not being satisfied. (Purely not liking the outcome should not be a reason for a further process). The Chair will then meet with the complainant to establish an appropriate way forward, including time scales and set that in process.

Other Matters

Where the complaint is about the Chair of the Board then the Deputy Chair should follow the above process.

All formal complaints should be reported to the Board giving the nature of the complaint and the outcomes of any investigation.
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