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1.0 Introduction
This procedure applies to customers and staff.

Arts at the Old Fire Station (known as Old Fire Station or the Organisation) is
committed to providing a professional, friendly and accountable service to all
customers and staff. All complaints will be viewed positively as they can provide useful
feedback and help the Old Fire Station improve its work. We would rather you told us
about something that you don'’t feel is right or not working properly, than kept it to
yourself. We value your views and opinions, and want to provide a service that is as
ethical as possible.

Complaints can be made:

e Verbally, in person, to a member of staff
e Verbally, by phone, call 01865 263 980 and ask for the Deputy Director
e In writing:
o By email to the Deputy Director: becca.vallins@oldfirestation.org.uk
o By letter or note FAO Deputy Director, Old Fire Station, 40 George
Street, Oxford OX1 2AQ.
o Via AOFS Complaints Form (see form below)

You do not need to use the formal Old Fire Station Complaints Form — but it is
designed to help you set out your concerns clearly and let us know what you want us
to do to put things right.

1.2 Our approach to putting things right

Everyone who submits a complaint will be treated with courtesy and respect. In return,
Old Fire Station expects people who submit a complaint to treat staff with the same
courtesy and respect, and to voice their concerns fairly, using appropriate language.
On the rare occasions where complainants harass staff, or behave abusively, or
unreasonably pursue complaints, Old Fire Station reserves the right to withdraw or
modify its complaints process. In such cases, the complainant will be advised that Old
Fire Station does not propose to consider specific points further.

Complaints will be treated with sensitivity and confidentiality will be respected,
however AOFS is not obliged to investigate anonymous complaints that are not
channelled through this procedure.
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1.3 The procedure
There are three stages to our complaints procedure:

1. Informal stage

2. Formal stage

3. Appeal stage
These stages are designed to ensure concerns are dealt with as quickly as possible,
that complainants feel heard, and there are clear lines of accountability.
2.0 Informal complaint
Wherever possible, we aim to resolve complaints informally and as quickly as possible.
Please let a member of staff know as soon as something goes wrong, or you are not
happy about any aspect of our service, so we have the chance to put things right as

quickly as possible.

We will make a note of the complaint (including all correspondence) and any actions
taken even at the informal stage, so that we can refer back to these records.

We will try to resolve your complaint within three working days. If we can, we will put
things right before this, but sometimes the member of staff will need to talk to other
people in order to identify a solution.

If we are not able to resolve things to your satisfaction, then you can proceed to the
formal stage of this Complaints Procedure.
3.0 Formal complaint

If you wish to make a formal complaint it would be very helpful to put it in writing. The
complaint should be addressed to the AOFS Deputy Director.

We will always accept formal complaints in any written format, but using the form will
help us and you understand:

e What went wrong / what didn’t happen
e How were you affected
e What you would like us to do to put things right

Your complaint will be logged and the AOFS Deputy Director will ensure it is
investigated. The investigation will:

e Establish the facts — this may involve talking to you and other people involved
e Understand why things went wrong
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e Set out what should happen to put things right and ensure the same problem
does not happen in the future

We will try to keep you informed at all stages of your complaint.

3.1 Timescales for formal complaint
We will confirm we have received your complaint within three working days.

The manager responsible for investigating your complaint will undertake the
investigations within five working days, and report back to you within two weeks from
the date we receive your complaint.

If there is any unavoidable delay to this timescale we will let you know and tell you
when we will be able to complete investigations, and let you have our decision.

The investigating manager will meet with any people they feel are relevant to the
complaint, including you, and gather any evidence / information to help inform their
viewpoint.

When the investigating manager writes to you, they will explain:

e Whether your complaint has been upheld (agreed with) in full or in part (if there
are several parts to your complaint)

e Why they have reached these decisions

e What action (if any) we will take to resolve the situation and prevent it happening
again

The AOFS Deputy Director will keep notes of all meetings, reasons for the decision
and actions proposed.

If you are unhappy with the decisions made, and wish to appeal, you should write to
the Director to explain why you are not satisfied with the decision made about your
complaint. The address is:

Director, Arts at the Old Fire Station, 40 George Street, Oxford, OX1 2AQ

Or you can e-mail jeremy.spafford@oldfirestation.org.uk Please write “Complaint -
FAO Director” in the subject line.

4.0 Appeal

The appeal against the decision will be handled by the Director and they will review
the stated grounds for the appeal, the notes recorded by the original investigator and
the reasons for original decision.
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In exceptional circumstances (e.g. lack of clarity around an issue), the appeal
investigator may seek to meet or speak with you directly, or meet or speak with any
other people related to the complaint.

The appeal decision will be communicated to you within two weeks of receipt of the
appeal and this decision is final.

5.0 Exceptions to this process

Any complaint against a member of the Senior Management Team (SMT) will be
handled by a member of the trustee Board. Any complaint against the Director should
be addressed to the Chair of Trustees, whose decision will be final. Please address
the complaint by

This is the extent to which AOFS will investigate complaints internally. This does not
affect your rights to raise the matter, if you are still not satisfied, with the Charities
Commission https://www.gov.uk/complain-about-charity .

6.0Monitoring and learning

We see your complaints as an opportunity to learn and improve our services. All
complaints are taken seriously and discussed at Senior Management level.

Each year we will produce a complaint monitoring report for the SMT and Trustees.
This will include:

Number of formal complaints (i.e. submitted in writing)

Number of appeals against findings

Number and proportion of complaints / appeals resolved within timescales
Any patterns in complaints

Learning and actions to be taken as a result of the complaints received

All details of complaints will be anonymised to ensure no individual is identifiable.

We will present the report to staff to identify further learning and good practice.

7.0 Fundraising complaints

This policy also includes complaints relating to our fundraising practice as a charity.
From November 2022 In addition to the details in this policy, if you have a concern
about the ways in which a complaint about fundraising has been managed, you can
refer it to the Fundraising Regulator within two months of our response. We will ensure
that records of any complaints in relation to fundraising are available to the Regulator
for at least 24 months unless data protection law requires records to be removed
before this. https://www.fundraisingrequlator.org.uk/complaints.
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Arts at the Old Fire Station Complaints Form

Your name:

Your contact details:

Details of your complaint:

When:

Where:

What:

Who was involved:

Who have you spoken to about this? Has anything been done or suggested to
fix the problem?

What action would you like us to take to fix things?

Signature:

Date:
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For office use only

Action

Date(s)

Acknowledgement of complaint sent

Update(s) provided (check with staff
member how they would like to be kept
updated)

Final response sent (target: within 2
weeks of date of complaint)




