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FAMILIES NEED FATHERS

COMMENTS AND COMPLAINTS PROCEDURE


1. Introduction.

1.1 This procedure is set up to conform as closely as is possible to the
recommendations from the Cabinet Office for complaints against public
services. This can be accessed at www.servicefirst.gov.uk

1.2  Families Need Fathers is a charity set up to enable children to benefit
from the involvement of both their parents especially if the parents do not
live together. We are a share parenting and equal responsibility organisation seeking to promote the welfare of children. A statement of our objectives is obtainable from our office and on our website www.fnf.org.uk.  

1.3  Documents covering policies and procedures, such as our Equal Opportunities, Confidentiality, Grievance, Disciplinary and Sickness policies are obtainable on request. The policies and procedures of the charity are governed by the United Nations Convention on the Rights of the Child and The European Conventions on Human Rights, including Article 5 of Protocol 7 "Equality between spouses' not ratified by the UK or incorporated into domestic law. 

2. Standards and principles

2.1  The welfare of children shall be our paramount concern


2.2  Our services shall show respect for individuals and their choices and be free of discrimination.


2.3  Confidentiality shall be respected, with the usual exceptions such as risks of serious criminal offences and where there may be risks of significant harm to children or other adults.


2.4  Our services shall be provided by staff and volunteers who are suitably selected, trained and supported.  National Council has sole discretion to verify who are official FNF representatives.  As a self-help and peer support organisation clarity may occasionally be called for.

2.5  Feedback policy, of which this is part, will ensure that comments, compliments and complaints are dealt with quickly and comprehensively. 

2.6  We are committed to service improvement and review. 

2.7 The complainant, as well as the staff member, volunteer or and any other person involved, shall be kept fully informed of the nature and progress of a complaint. 

3  Who can complain, about whom and what about?
3.1. Complaints by a service user about the service provided by FNF, or by a volunteer acting officially on our behalf eg as an official telephone contact, staff member, trustee, branch official, can be raised under this procedure.

3.2 Anyone who has been in contact with FNF services can complain. However, only those who have been direct recipients of FNF services or of someone acting officially on our behalf can activate this procedure. 

3.3 Anyone acting on behalf of FNF can be the subject of a complaint by a service user. 

3.4 Any aspect of the dealings of the FNF representative with the complainant can be
the subject of a complaint.

3.5  The time limit for a complaint shall be four weeks from the incident giving rise to it. 

3.6  Internal complaints will follow the grievance or disciplinary procedure.

4  The form of the complaint

4.1  The complaint may be in any written form. It must contain the following elements 

a) the identity of the person against whom the complaint is made (e.g their name) or sufficient information that the person can be identified

b) the nature of the complaint

c)  the remedy sought. In the event of these not being initially supplied, the person receiving and recording the complaint shall attempt to elicit them. 


4.2  The complaint shall be made to the national office of FNF or one of the Charity's trustees. In the event of that person being the person complained against, the complaint shall be allocated to another organisational representative. 


4.3  The person receiving the complaint shall record the details above, seek to elicit any missing information and confirm with the complainant the details of the complaint and the timetable for addressing it.

5 The timetable of complaints

5.1 The arrival of the complaint should be officially recorded the day of its arrival.

5.2 The complaint shall be acknowledged within ten working days. 


5.3 The complainant shall hear within a further ten working days whether the
complaint has been accepted as a suitable complaint. If the complaint is rejected as outside the complaints procedure, reasons shall be given and what further action is possible should be advised. This is Stage 1 below. 


5.4 If 'problem solving' is the procedure used, the complainant shall hear from the line manager of the person being complained against within one month of the complaint being lodged. This is Stage 2 below


5.5 If "investigation' is the procedure used, the complainant should hear from the line manager of the person complained about within one month of the complaint being lodged. This shall be additional to 5.3 if they are used in sequence. This is Stage 3 below.


5.6 The investigation shall be completed within a further month. The complainant shall be notified of the outcome. If the complaint is rejected, the appeal possibility shall be noted.


5.7 In the event of a complainant being unsatisfied with the rejection of their complaint, they shall have a right of appeal to the Chair of the Charity, or Vice Chair if the complaint involves the Chair. 

6. Where a complaint is upheld; Options for action may be:

· Providing an explanation

· Giving an apology

· Recommending remedial action, including for training.

· Removal temporarily or permanently of the person complained against from the task about which the complaint was made

· Formal disciplinary action

· Making recommendations for training or practice issues or for the policy and procedures of the charity. 

Recommendations shall be transmitted to the appropriate person for dealing with them. The trustees shall be informed of all such recommendations and action taken in accordance with them. If they have implications for the practice and policies of the charity they shall be on the agenda of the next National Council meeting.

The complainant shall be informed of the final outcome of their complaint. 

7  Stage 1

7.1  The person receiving the complaint shall record and transmit this to the manager of the person complained about. That manager shall examine the complaint, rule on whether it is admissable and decide, in communication with the complainant if possible, whether to activate the 'problem solving' or ' investigation' procedure. If 'problem solving' is chosen, the manager shall communicate with the complainant, involving the person complained against if that is the wish of all parties, with a view to coming to a satisfactory solution to the complaint. 

8. Stage 2

8.1. If the person complaining asks for an investigation, or is dissatisfied with the outcome of Stage 1, they may trigger Stage 2. The line manager shall elicit from the complainant sufficient details for adjudication to take place. They shall themselves investigate the complaint taking full details from the complainant and the person complained against. If the complainant agrees this may involve a three way meeting. The person investigating the complaint shall record their enquiries, findings of fact and recommendations and shall inform all parties of them. 

8.2 If the complaint is rejected in part or wholly, or the recommendations are in the view of the complainant unsatisfactory, they shall be notified of the right of appeal. 


9.  Stage 3 - Appeal.

9.1 Appeals should be made to the Chair of the trustees. They shall convene a panel of two or three trustees to review the handling of the complaint and make such recommendations as they see fit. 



10. Recording

All complaints will be logged and kept for one year, details to include the nature and outcome of the complaint.

