COMPLIMENTS & COMPLAINTS POLICY
Bewbush Sports and Community CIC (BASE)

Our Aim
At BASE, everything we do is rooted in creating positive, inclusive and inspiring experiences for our community.
We are committed to providing a high-quality service and working in an open, honest and accountable way that builds trust with children, young people, families and the wider community.
We believe that listening to feedback — both positive and constructive — is essential to improving what we do and ensuring we continue to meet the needs of our community.
We aim to ensure that:
· Giving feedback is simple, accessible and encouraged
· We welcome compliments, feedback and suggestions
· Complaints are treated as an opportunity to learn and improve
· All concerns are handled promptly, fairly and respectfully
· We respond appropriately, including explanations, actions or apologies where needed
· We use feedback to continuously improve our services
We recognise that many concerns can be resolved informally and quickly, and we will always aim to do this wherever appropriate.

Definitions
· A compliment is an expression of satisfaction about the service, experience or support provided by BASE
· A complaint is any expression of dissatisfaction, however it is communicated, including:
· In person
· By phone
· In writing
· By email
· Through online or social media channels

Purpose
BASE values all feedback as part of building a stronger community.
· Compliments will be recorded and shared with relevant staff, coaches or partners
· Positive feedback will be used to recognise good practice and reinforce our values

Complaints Process
BASE is committed to handling complaints fairly, consistently and transparently.

Stage 1: Informal Resolution
· We encourage concerns to be raised directly with a member of staff
· Most issues can be resolved quickly and informally
· We will aim to resolve concerns at the earliest possible stage

Stage 2: Formal Complaint
If the issue cannot be resolved informally:
· Complaints should be submitted in writing (email or written form)
· This should be done as soon as possible, ideally within 28 days of the issue arising
· The complaint should include:
· A clear description of the concern
· Relevant details and any actions already taken

Response Times
BASE will:
· Acknowledge receipt of the complaint
· Aim to provide a response within 14 days
· Keep the complainant informed if additional time is required

Responsibilities
BASE Responsibilities
BASE will:
· Take all complaints seriously
· Respond in a fair, respectful and timely manner
· Investigate concerns appropriately
· Take action where necessary
· Use feedback to improve services

Complainant Responsibilities
Individuals raising a complaint should:
· Provide clear and accurate information
· Raise concerns promptly
· Allow reasonable time for the issue to be investigated
· Engage respectfully throughout the process

Confidentiality
We will maintain confidentiality wherever possible.
However, there may be situations — particularly where safeguarding concerns are involved — where information needs to be shared. In these cases, we will:
· Explain why information must be shared
· Ensure it is handled sensitively and appropriately

Safeguarding
If a complaint raises a safeguarding concern, it will be managed in line with BASE Safeguarding Procedures and may be referred to the Designated Safeguarding Lead (DSL) or external agencies where appropriate.

Related Policies
This policy should be read alongside:
· Safeguarding Policy
· Anti-Bullying Policy
· Online Safety and Communication Policy
· Equity, Diversity and Inclusion Policy
· Code of Conduct

Review
This policy will be reviewed annually or in line with changes to guidance or legislation.

