Make it Mentoring
Specialists in support for young people and families

Complaints Policy

Make it Mentoring (MiM)

1. Policy Statement

Make it Mentoring (MiM) is committed to providing a high-quality service for children,
young adults, families, staff, volunteers, and partner agencies. We recognise that, despite our
best efforts, concerns or complaints may sometimes arise.

This policy sets out how complaints will be handled fairly, promptly, and transparently, with
a focus on resolution and learning.

2. Aims

MiM’s complaints process aims to:

e Provide a clear, fair, and accessible procedure for raising concerns.

e Address complaints quickly, aiming to conclude within 21 calendar days of receipt.
o Respect confidentiality while ensuring accountability.

e Support continuous improvement by learning from complaints.

3. Scope
This policy covers complaints from:

e Children and young adults receiving services.
e Parents, carers, or family members.
o Staff, mentors, volunteers, or partner agencies.

It applies to concerns about service delivery, staff or volunteer behaviour, policies, or
decision-making. Allegations relating to safeguarding must follow the Safeguarding
Children & Young Adults Policy.



4. Responsibilities

o Director: Has overall responsibility for complaints management and ensuring
compliance with this policy.

e Management Team: Ensures complaints are investigated fairly and in line with
timescales.

o Staff, Mentors, and Volunteers: Must co-operate fully and honestly in any
complaint investigation.

S. Complaints Procedure

5.1 Informal Resolution

e Wherever possible, concerns should be raised informally with the staff member,
mentor, or manager involved.
e Many issues can be resolved quickly at this stage without needing to progress further.

5.2 Formal Complaint
If the issue cannot be resolved informally:

1. The complaint should be submitted in writing to MiM (by letter or email).

2. The complaint will be acknowledged in writing within 5§ working days.

3. A designated manager will investigate the complaint, which may involve meetings or
further information gathering.

4. A written response, including findings and any actions taken, will be provided within
21 calendar days of receipt of the complaint.

5.3 Escalation

o If'the complainant is not satisfied with the outcome, they must notify MiM in writing
within 28 calendar days of receiving the response.

e The complaint will then be reviewed by the Director or a nominated member of the
Management Team not previously involved.

o A final written response will be provided within 21 calendar days of escalation.

5.4 External Review

If the complainant remains dissatisfied after internal procedures are exhausted, they may take
their complaint to relevant external bodies such as:

o The Local Authority (e.g., South Gloucestershire, Gloucestershire, or Bristol).
e The Charity Commission (if the complaint relates to governance or charity conduct).
o Ofsted or other regulatory/commissioning bodies if applicable.



6. Unreasonable Behaviour and Malicious Complaints

While MiM is committed to treating all complaints seriously, we recognise that in rare cases,
complaints may be unreasonable, persistent, or malicious. Examples include:

o Repeated complaints about the same issue that has already been fully addressed.

o Aggressive, abusive, or threatening behaviour towards staff, volunteers, or service
users.

o Complaints that are knowingly false, made to cause disruption, or to target
individuals.

In such cases, MiM reserves the right to:

e Limit or restrict communication with the complainant.

o End the complaints process if it is clear the complaint is vexatious or without
substance.

o Take appropriate action under MiM’s disciplinary or safeguarding procedures where
necessary.

This ensures that genuine complaints receive the attention they deserve, while protecting
staff, mentors, volunteers, and service users from harm.

7. Linked MiM Policies

This policy should be read alongside:

Safeguarding Children & Young Adults Policy
Whistleblowing Policy

Equal Opportunities Policy

Health and Safety Policy

Online Safety Policy

8. Monitoring and Review

o Complaints are logged and monitored to identify themes and areas for improvement.

e An annual review of complaints will be undertaken by the Director and Management
Team.

o This policy will be reviewed annually, or earlier if required.
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