
Complaints Policy 

	Version number:
	1.0

	Name of Author:
	Christopher Woollard (CEO) 

	Status: 
	Governance / HR
Unincorporated Association (est. 2026), seeking CIO registration

	Scope: 
	England & Wales; online services and digital communications. 

	Applies to:  
	Complaints made by service users (mentoring/counselling clients, peer support participants, advice/signposting users), members of the public, partner organisations, donors/funders, volunteers, and anyone affected by Sibling Kinship’s activities.

	Approved by: 
	Board of Trustees

	Implementation/Effective Date:
	29/03/2026

	Last Reviewed Date:
	29/03/2026

	Next Review Date:
	01/04/2027




	Charity/Organisation name: 
	Sibling Kinship (“we”, “us”, “our”)

	Contact details: 
	www.siblingkinship.org
siblingkinship@outlook.com
07957 239820


	[image: ]

1



3

Table of Contents
1. Purpose	3
2. What is a complaint?	3
3. Our commitments	3
4. Who can make a complaint?	4
5. How to make a complaint	4
6. Accessibility and support	4
7. Behaviour expectations	4
8. Safeguarding and confidentiality	5
8.1 Safeguarding	5
8.2 Confidentiality	5
9. Complaints handling process (stages)	5
Stage 1 — Informal resolution (where appropriate)	5
Stage 2 — Formal complaint (written record and investigation)	5
Stage 3 — Review / Appeal	6
10. Complaints about trustees, staff or volunteers	6
10.1 Complaints about the Chair	6
10.2 Complaints about mentors / counsellors (practice concerns)	6
10.3 Safeguarding allegations	6
11. Possible outcomes	7
12. Learning and service improvement	7
13. Record keeping and retention	7
14. Escalation outside Sibling Kinship	7
15. Contact details	8








[bookmark: _Toc227611400]1. Purpose
Sibling Kinship exists to provide advice, support, community and online mentoring/ counselling to sibling kinship families. We are committed to delivering safe, respectful, high-quality services and to learning from feedback.

This Complaints Policy:
· explains how to make a complaint;
· outlines how Sibling Kinship will respond fairly, promptly and sensitively;
· ensures complaints are handled consistently and used to improve services;
· clarifies how safeguarding and confidentiality are managed during complaints.

A complaint is different from:
· a request for help or signposting (use normal contact routes);
· an emergency or crisis (call 999 / NHS services);
· a safeguarding concern (follow safeguarding procedures—these may still be logged as complaints where appropriate).

[bookmark: _Toc227611401]2. What is a complaint?
A complaint is an expression of dissatisfaction about Sibling Kinship’s:
· service delivery (mentoring/counselling, groups, advice/signposting, waiting lists);
· communications or staff/volunteer conduct;
· safeguarding or confidentiality handling (where appropriate);
· equality, discrimination or accessibility issues;
· fundraising practice or donor communications;
· website or digital processes.

We also welcome compliments and suggestions.

[bookmark: _Toc227611402]3. Our commitments
We will:
· take complaints seriously and treat complainants with respect;
· be fair, impartial and transparent;
· handle complaints without discrimination;
· make reasonable adjustments for accessibility needs;
· keep information confidential on a need-to-know basis;
· respond within stated timescales or explain any delay;
· learn from complaints to improve policies, training and services.

Making a complaint will not affect your right to access services (unless behaviour becomes abusive or there is a safeguarding reason to restrict contact).

[bookmark: _Toc227611403]4. Who can make a complaint?
Anyone who receives or is affected by Sibling Kinship’s work can complain, including:
· sibling kinship carers and dependent siblings;
· parents/relatives involved in family work (where applicable);
· partner professionals and organisations;
· donors and funders;
· volunteers and members of the public.

If you are complaining on behalf of someone else, we may need written consent from them unless they lack capacity or safeguarding concerns justify proceeding.

[bookmark: _Toc227611404]5. How to make a complaint
You can complain via:
Email: siblingkinship@outlook.com
Phone: 07957 239820
Website contact form: www.siblingkinship.org (if available)

Please provide:
· your name and contact details (unless you wish to complain anonymously);
· what happened and when;
· who was involved (names/roles if known);
· what outcome you want (e.g., apology, explanation, change).

Anonymous complaints will be considered, but may be harder to investigate and respond to.

[bookmark: _Toc227611405]6. Accessibility and support
If you need help to make a complaint (e.g., disability, language needs, literacy, or you find complaints processes stressful), tell us. We can:
· accept complaints by phone,
· allow a supporter/advocate to help you,
· provide information in a different format where possible.

[bookmark: _Toc227611406]7. Behaviour expectations
We will always listen and respond respectfully. However, we may restrict contact if someone behaves in an abusive, threatening, discriminatory or harassing way toward staff/volunteers (in line with the Digital Working Agreement / Code of Conduct and Bullying and Harassment Policy). This does not stop us from considering the substance of the complaint.

[bookmark: _Toc227611407]8. Safeguarding and confidentiality
[bookmark: _Toc227611408]8.1 Safeguarding
If a complaint includes information suggesting:
· a child is at risk of harm,
· an adult at risk is being abused/neglected,
· there is immediate risk to life,

Sibling Kinship may need to act under safeguarding duties, including contacting statutory agencies. We will explain this where safe to do so.

[bookmark: _Toc227611409]8.2 Confidentiality
We will keep your complaint confidential and share information only with those who need it to investigate and respond. We will handle all personal data in line with our GDPR policy.

[bookmark: _Toc227611410]9. Complaints handling process (stages)
[bookmark: _Toc227611411]Stage 1 — Informal resolution (where appropriate)
If possible, we encourage raising concerns early so they can be resolved quickly. This might include:
· clarifying misunderstandings,
· offering an apology and explanation,
· agreeing a small service adjustment.

You can do this by speaking to the staff member/volunteer involved or by contacting the Chair.

Timescale: aim to resolve within 10 working days.

[bookmark: _Toc227611412]Stage 2 — Formal complaint (written record and investigation)
If informal resolution is not appropriate or does not resolve the issue, you can make a formal complaint.

Acknowledgement: within 5 working days (where possible).We will:
1. confirm what we understand the complaint to be,
2. explain the investigation process and expected timescale,
3. appoint an appropriate investigator.

Investigation: may include:
· reviewing records (e.g., emails, scheduling, policies),
· speaking to relevant people,
· considering whether safeguarding, data protection, or clinical standards apply.

Response: We aim to provide a written response within 20 working days of acknowledgement. If we need more time, we will tell you why and give a revised date.

[bookmark: _Toc227611413]Stage 3 — Review / Appeal
If you remain unhappy, you can request a review within 20 working days of receiving the Stage 2 response.

The review will be conducted by:
· a trustee not involved in the original matter (where possible), or
· the full Board (or a panel) if appropriate, especially where the complaint concerns the Chair or a serious matter.

Outcome: We aim to issue a final response within 20 working days of receiving the review request.

[bookmark: _Toc227611414]10. Complaints about trustees, staff or volunteers
[bookmark: _Toc227611415]10.1 Complaints about the Chair
If your complaint is about the Chair (Christopher Woollard), please contact another trustee:

Alternate trustee contact: ______________________________
Email: ______________________________ Tel: ______________

If no alternate is available, the complaint will be handled by the full Board or an independent advisor if necessary.

[bookmark: _Toc227611416]10.2 Complaints about mentors / counsellors (practice concerns)
If your complaint relates to mentoring/counselling practice:
· Sibling Kinship will handle it under this policy, and
· may also consider professional standards (e.g., BACP Ethical Framework) and supervision arrangements.

If a counsellor is independently registered with a professional body, we can provide information on external complaint routes where appropriate.

[bookmark: _Toc227611417]10.3 Safeguarding allegations
Allegations suggesting abuse or risk may trigger the safeguarding procedures and referral to statutory agencies.

[bookmark: _Toc227611418]11. Possible outcomes
Depending on findings, outcomes may include:
· an apology and explanation;
· service changes (e.g., communication improvements, scheduling changes);
· additional training or supervision for staff/volunteers;
· changes to policies or procedures;
· disciplinary action (for staff) or ending a volunteer role;
· referral to external bodies where required (safeguarding, ICO, professional regulators, police).

We will explain what we can and cannot do, and any actions we have taken (within confidentiality limits).

[bookmark: _Toc227611419]12. Learning and service improvement
Sibling Kinship will:
· log complaints and outcomes (securely);
· review themes and trends quarterly (anonymised);
· report learning to the Board;
· update policies and training where needed.

[bookmark: _Toc227611420]13. Record keeping and retention
Complaint records will be stored securely and retained in line with our Records Retention Schedule. Personal data will be handled in accordance with GDPR.

[bookmark: _Toc227611421]14. Escalation outside Sibling Kinship
If you are not satisfied after Stage 3, you may be able to escalate your concern to an external body depending on the issue:

· Charity Commission (once Sibling Kinship is a registered charity) — for serious governance concerns
· Information Commissioner’s Office (ICO) — for data protection concerns: https://ico.org.uk
· Local authority safeguarding teams / police — for safeguarding/criminal concerns
· Professional bodies (e.g., BACP) — for complaints about registered counsellors’ conduct

We can signpost you to appropriate routes on request.

[bookmark: _Toc227611422]15. Contact details
Sibling Kinship 
Email: siblingkinship@outlook.com
Tel: 07957 239820
Website: www.siblingkinship.org
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