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_ The South London Botanlcal instltute (SLBI) alms to prowde its- members vo!unteers vlsetors other |nd|wduafs
“and. organtsatlons W|th the best possnb!e servlce We posmvefy welcome suggestrons you may have for hovv we
can. umprove our serwce L » : S o .

-We'treat as a complalnt any express:on of dfssamsfactlon vv:th our servlce whrch calls for 2 response We llsten
to. your complalnts treat them senously, and Eearn from them so that we can contlnuously lmprove our service,

The comp alnts handhng pollcy covers complalnts about the act|v1t|es and serv ces that South London Botamcal _
;.Instltute provldes “and complamts about the staff trustees #nd volu nteers rnvoived in dellvermg those actnvrtles o
and services; Compla:nts regardlng dlscr;mmatlon and vlctlmlsatlon will also be lnvest igated underthe '
'complamts handhng procedure L . S -

All comp!alnts will be kept conﬂdentlal to the partles concerned un!ess 3 concern is ra|sed in relatlon to a
_safeguardlng hatteror.in relat ion to ser:ous criminality, in ‘which case we raserve the nght to escalate the -
. matter: tQ. relevant authoretles ‘However, the compfalnt will normaﬁy be made known to the! Safeguardmg Lead =
. the Admtmstrator “who will discuss the rnatter wrth the SLBI Board of Trustees Where necessary for example i
- change of pohcy or procedures Is needed ' ' : : S : :

' .Investlgatlng your complalnt at any stage may mclude meetmgs If you attend a meetlng, you have the rlght to
ba accompanled by a fr|end or advocate fo help put your case SLBI also has the rlght ta have an advssor

. -

The SLBI s Complalnts Handlxng Pohcy W|!I be publlmsed to organrsatlons and lndlv:duals vvho use its servlces
L Please note. that SLBI stajj"' should follow the Gﬁevence Proceo‘ure (fssued to them on apporntment) If they have
L cause for complamt mther than th:s Com,ola.'nts Handl.'ng Po.’.'cy e - :

. Thls pollcy WI“ be rewevved every 2 years

Courtesy and respect

~ Youcan expect to be treated Wlth courtesy, respect and falrness at all tlmes We expect that you vaH also treat
- ourstaff dealing with' your complaintwith the same courtesy, respect and farrness If-you do not, we may not
be ab!e to accept your complarnt (see pomt 5 of Aims; belovv) - - Lo . ‘

Aims. o

. -SLBI is commltted to provldlng an |nc|u5|ve enwronment and high- ~quality servrces One ofthe ways in which we -
can contlnue ’co lmprove our servrce is by listening and respondlng to the views ofSLBI members part|C|pants



. members of the public other organtsatrons or'others who may want to cornment Therefore we aiim to ensure
: that : : : '

1. Makmg a complamt is as easy and transparent as. possmle
That we deal with comp]amts appropnately and within the’ agreed time frame
3. Wetreata complamt as any clear expresnon of dissatlsfactron with our service, or organisation as a whole
" ‘which calls for s, response S : '
4. We: respond in the nght way — fér example with an explanation orian apology where wa have got th|ngs
" wrong and if relevant and appropriate information on any action taken. !
5. We have the right to refuse to accept a complaint where the complamt s clearly vexatious mallcrous or
. motivated by racist, sexist, homophoblc or other dtscrimrnatory atfitudes, of where the complaint threatens
or abuses SLBl staff/volunteers The demsron as to-whether a complalnt is vexatious wil be taken by
Admmlstrator in conjunction wrth the Chair of Trustees: where necessary. SLBI deﬂnes a vexatious
: complainant as someone who persrsts in makmg a complaint or demand when all reasonable attempts to
- resolve their coricerns have been made Co :
6. We have the. rlght to refuse to accept a complamt in the unl|kely crrcumstances that the comp%alnant -
R becomes verbally or physically abusive. : x .
T When 2 complalnt |dent1f|es that somethmg has gone Wrong or has fallen below standards it 1 seen as. an .
o Opportunity to improve and avoid a recurrence and it¢can allow for systems pollCies practices or g
. proced ures to be amended or putin place as approprrate : o
8. This pollcy is desngned to provide a posmve response to complaints and comments and ensure that SLBI i
: open about the |mprovements that we have made asa result of feedback _ C :

N

- How to make a 'dom_plaint

- ifyouhavea c_:om;p_lai_nt, we would like you to tell us about it using the steps l:ie_IoW '

__lnformdlcdfnpldl'nts" S R p : I

Many complalnts arlse from misundersta nding The need for complarnts can often be av0|ded |fthere is good
“ongoing communlcatlon ‘between staff, volunteers and participants. Usually, 2 waord with the person at the pomt
and time of service dehvery orthe Programme Manager will suffice'if a problem arises. However, we recognlse
-that from time to time there may be océasions when users of our servlces feal that the quahty or Ievel of service
_ provided fall short of what they could reasonabiy expect We also’ want to know about these occasions so that
© - we cah make good the problem ancl plan to-avoid its repetlt:on : o

Please raise your matter mformally in the first |nstance vvlth the event Ieader {ln the case of public events) or’
line manager (in the case of volunteers) wha will attempt to resolve the Issue mformal{y and |mmed|ately ThIS

canbe done verbally orin wrltlng
_If the event organlser or line manager cannot resolve your complaint they erI pass on to the Programme
'Manager who will try to resolve it.. The Programme Manager may d|5cuss the matter conﬂdentrally with their

ing manager or another trustee

Forrnol Corn,oldints .

" Ifyou are still not satlsﬂed your com plaint should be made formally, usuaily by letter or email to the Charr of

the Trustees, who will desngnate a Trustee to deal with the complaint. We aim to acknows edge your compla int

. within 14 days The designated Trustee will investigate and try to resolve your com plaint wrthln a further 14 .
days and will let you kriow the outcome in vvrltlng

If you are still dissatis_fi.ed after raising it with'the d_esignated Trustee, you have the right of appeal:

LA _edls



Your appeai should be made in vvntmg, marked ”Prlvate & Conﬂdentral” and sent to the Charr of Trustees.at the

SLBI, 323 Norwood Road London SE24 9AQ. The Chair will acknowledge it in writing (normally w:thm 14 days of -

~ receipt). Remember to keep a copy of your Ietter If you need an Jnterpreter or advocate to help you make your
complamt you will need to arrange this yourself, - :

_ The Chair of Trustees wrll rnvestlgate the com p!amt in consuftatron vv|th another de5|gnated trustee
conshtutmg the Appea! Panel - : . .

- We will keep notes cjf an_y meetinga or tei.ephone discussions.
The Chalr vleI commumcate the results of the lnvestlgatlon to you vvlthln 2 reasonable time (norma!iy 21 days}

_ The der:|5|on of the Appeal Panel WI|| be ﬂnal

..‘AI! formal complai nts the response other comm unlcatrons and d|scu55|ons Wl” be recorded and ﬂled |n a
secure place. -

Afterwards
Your 'compiai_nt_ might ha‘ve one or more_-of the_follcivving ootcom'es: =

e an explanation or an apology where we have got thlngs wrong and lf relevant and approprlate
. informition ¢ on'any action taken. .
L Spemﬂc |mprovements to the way we do thmgs vvh|ch wrli be jmp!emented W|th1n a reasonable tlme-
' frame oo : R co
e Partles coming. together to medrate the dispute ~
° ' Recemmendations for staff, volunteer or trustee tralnlng . : : :
‘e The Trustees will be mformed by the Chalr at the f|rst available: meeting ofthe. number and nature of .
any formal compfamts zhd their outcorrie, and con5|derat|on will be given to the rmphcatlons these
" have for the plannlng and management of future servrces annua”y, as part ofSLBI S seIf—evaIuahon o

' Time Eimits _on making a complaint

. Normally complamts should be made wuthln six months ofthe event or Wlthln six months of the comp?alnant

. becoming aware of cause to complaln subject to an overall hmlt of 12 months from the event. Exceptlons to
this rule may be made by the Pfogramme Manager in discussion vvlth the Chair of Trustees and taklng |nto _
account reasons for the delay and the practlcablllty of |nvest|gatlng the matter :

| _Slgned on behalfofSLB] Trustees Pﬂ“\f ( @ K{“{“ Jgk_s ‘e—?ﬁ \ : |
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