Afasic Complaints Procedure
If a user of Afasic services has not been satisfied with the service or response given
they may wish to complain.
Complaints may be about a member of staff, volunteers, publications, the website,
specific activities or events etc.
A complainant may make his or her complaint either by telephone or in writing or they
may visit the office. If the complaint is not made in writing the staff member dealing with
the complainant should record details in writing. Full written records relating to any
complaint, its investigation and action taken as a result will be stored in the complaints
file kept at central office.
All staff and volunteers must be aware that if it becomes apparent that a person is not
satisfied with the service being given it is the duty of that staff member or volunteer
to advise the person of their right to complain to a higher authority. The higher
authority would be the line manager of the staff member / volunteer dealing with person
or the Chief Executive.







A complainant has the right to see the written Complaints Procedure.
A complainant has the right to withdraw their complaint at any time.
A complainant has the right to confidentiality subject to the overall
confidentiality policy and the complaints procedure.
A complainant has the right to seek independent advice and to be supported by
an independent person in any meetings. Afasic will do all it can to assist in
finding an independent supporter, but it will not be held liable for any fees.
If the complainant is not satisfied with the person conducting the investigation
they may request that the process is dealt with by a Trustee from the Trustee
Board.
If a complainant has to travel to meet with Afasic in conjunction with the
complaint, Afasic will reimburse travelling expenses in accordance with its
standard expenses policy.

If a complaint is made against a staff member or volunteer it will be referred in the first
instance to the line manager.

If a complaint is made against a line manager it will be referred in the first instance to
the Chief Executive.
The matter will be investigated by the line manager or Chief Executive speaking to the
complainant to elicit the nature of the complaint and to define an agreed set of actions
to process the complaint. It may be that the complainant does not wish to pursue the
matter beyond this stage. In either case the line manager or Chief Executive will confirm
the agreed course of action in writing.
The member of staff / volunteer against whom the complaint is made will be informed by
their line manager, in private, on the day the complaint is made where possible, or, if
not, on the next date when they are available.





The person whom the complaint is made against has the right to make
representation both verbally and in writing to the person dealing with the
complaint (i.e. the line manager, the Chief Executive or the nominated Trustee).
They have a right to independent advice and may be represented or supported at
any meetings by their manager (if this is not in conflict with the procedure) or an
independent advocate. This person may be a friend, a representative of another
voluntary organisation or a professional such as a solicitor. In respect of the latter
Afasic would not be responsible for any fees incurred.
They have a right to see any written complaint against them.

The initial complaint will be dealt with within five working days and the
complainant will receive written confirmation of the nature of the complaint, as
understood by Afasic, and the action plan agreed.
The complainant will be requested to confirm the action plan within five working
days.
Further actions will be by agreement of all parties, but the procedure will be
completed within 30 working days of the date that the complaint was received.
A follow up call or letter will be made by a Trustee to ensure that the complainant has
been satisfied with the response.

