Community Tech Hub COMPLAINTS POLICY

1. Background

At Community Tech Hub (CTH), we are committed to meeting the highest of standards in the
way we work, however we acknowledge that we don’t always get it right. When things go
wrong it is important to take the time to understand why and to put the necessary changes
in place to ensure it doesn’t happen again.

2. How to complain

If you’re unhappy with the way we conduct our work, we’d like to hear about it - in fact we
see it as an opportunity to learn and improve. You can contact us to make a complaint by
emailing info@communitytechhub.org. You can also use this email address to discuss any
issues or to provide feedback.

We'll always make sure that:

o Your complaint is acknowledged speedily and recorded

o Your complaint is heard and investigated effectively

o Your complaint is dealt with in an appropriate, fair and timely manner
o Wetry to learn from your complaint.

We will get back to you within 30 working hours and commit to responding in full
within 14 working days.

You can contact the Social Enterprise Regulator at any point for advice regarding your
complaint.

If you use our complaints procedure, you’re agreeing that we can use the personal
information you send us for purposes connected with your complaint.

3. Guiding principles

a. The Clients & supporters of CTH are of paramount importance.
b. Service providers and members of the company adhere to a “Code of Conduct”.
c. Where a complaint or expression of dissatisfaction is received, the Company will
ensure:
= |tis carefully considered
= The facts are established
= Any evidence is obtained and recorded
= Aresponse is prepared, reviewed and delivered, and
=  Where appropriate, a review will be carried out and changes will be
implemented to mitigate the risk of reoccurrence.
= Responses will be handled in timely manner
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4. What we want the complainant to feel

That we have taken their complaint seriously.

That we have treated them with concern and respect.

That we followed best practice in dealing with their complaint.

Confident that we have learnt from anything that went wrong and will take
action to prevent it happening again.
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5. Registration with the Social Enterprise Regulator
The Company is registered with the Social Enterprise Regulator.

As a registered social enterprise, the company agrees to adhere to the highest standards
of good practice when providing our services and / or seeking funds from grant giving
organisations.

6. Complaints Process

a) We will record all complaints in accordance with best practice and to ensure we
are fully accountable.
b) If someone voices or otherwise notifies the company of a complaint or
dissatisfaction then the following needs to be recorded:
= details of complaint & how it was received
= findings
= agreed response
= resolution
= completion
¢) Aformal complaint must always be escalated to a Director.
d) All complaints will be responded to within 30 working hours and we will
endeavour to have fully investigated and resolved all complaints within 14 with
working days.

7. Third parties

We will make every effort to ensure that all the third parties we work with comply with
our complaints policy. If we receive a complaint about any of the organisations we work
with, we will follow the same process as outlined above.

In order to fully investigate and resolve the complaint it may be necessary to share
relevant information with the third party involved. We will only share the information
necessary to investigate the complaint and will seek consent to do so from the
complainant where possible. In all cases we will ensure that we are acting in accordance
with current data protection legislation.
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