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1. Introduction

Kettering Town FC Community Trust (KTFCCT) has policies and procedures in
place to ensure the highest quality provision for staff, stakeholders and
customers. In the event that these policies and procedures fail, a complaint
or appeal may be made. For ease of reference the term service user’s is
inclusive of staff, stakeholders and customers.

1.1. Scope of the policy

To enable services users to raise complaints if they are dissatisfied with
their involvement with KTFCCT.

To enable service users to enquire, question or appeal against a
decision.

To attempt to reach an agreement with a complainant at the earliest
opportunity.

To standardise and record any appeal to ensure openness and
fairness.

To escalate a complaint or appeal to the relevant authorities, where
appropriate.

To protect the interest of all service users and KTFCCT programmes,
no service user bringing a complaint under this procedure will be
treated less favourably whether successful or otherwise.

In order to do this KTFCCT will;

Inform all service users of the Complaints and Appeals Policy and
procedure.

Have a staged appeals procedure and take appropriate actions to
protect the integrity of any service users undergoing an appeal and
the integrity of KTFFCT programmes.

Record, track and validate any appeal. Any records of appeal will be
kept for two years.

Forward the appeal to the relevant persons and/or authorities if the
complainant considers that a decision continues to disadvantage
them after an internal appeals process has been exhausted.

Monitor appeals to inform quality improvement and policy reviews.
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2. Key principles

2.1. Monitoring and recording keeping
The Complaint and Appeals Policy is regularly monitored and reviewed with
a report submitted to the Board of Trustees on an annual basis.

Where the complaintis of a high level the chair of the Board will be informed
immediately and a decision made as to whether to call a board meeting.

Records will be kept in relation the nature and outcome of the compliant
and in line with the KTFCCT Data Protection Policy.

If KTFCCT feels that the complaint made under this policy is better suited to
an alternative policy, KTFCCT reserve the right deal with the matter under
another policy. In all cases ‘the complainant’ will be notified.

2.2. Confidentiality
All records will remain confidential in line with the KTFCCT Data Protection
Policy. If the complaint requires disclosure and escalation to other
organisations, then this will be done so in line with data protection
procedures and other relevant policies.

Registered Charity Number: 1192160
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3. Complaints and Appeals procedure

3.1. Complaints
A complaint is defined as an oral or written expression of dissatisfaction
about an aspect of a service user’s experience of KTFCCT. Complaints may
cover experience of attending KTFCCT programmes or staff issues.

Where possible KTFCCT will endeavour to resolve a complaint with a stage 1
‘frontline resolution’, in that an issue is resolved through a discussion with
the service user and the decision of the complaint is provided and recorded
within five working days.

If an investigation is required to resolve a complaint (stage 2) the complaint
will be acknowledged within three working days and a decision made within
21 working days.

Separate procedures exist for allegations made against staff and
volunteers (Mlanaging allegations against staff and volunteer’s policy) and
for disciplinary issues (Disciplinary policy and procedures). Where a
complaint includes an allegation of poor practice KTFCCT will follow the
relevant policies and procedures.

If a service user has a complaint or grievance about any matter, they are
encouraged to raise the matter at an early stage with an appropriate
member of staff. If the matter is not resolved at this stage, the complainant
may report the complaint to the Head of phase or CEO.

KTFCCT aduvice the following procedures:

e Staff are encouraged to approach the person/people in question for
an informal discussion and to inform their line managers. Where a
complaint includes an allegation against staff, KTFCCT will adhere to
the process in the Mlanaging Allegations against staff and volunteer’s
policy.

e Stakeholders and customers are encouraged to speak with the
member of staffin charge and are encouraged to write a letter stating
the problem to KTFCCT Head of Phase or CEO.

e The letter will be discussed at a Senior Mlanagement meeting and a
written response will be set within 30 working days.

Where a member of staff is under investigation, HR will provide advice to
both KTFCCT and the staff member under investigation.
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3.2. Appeals
An appeal is a formal request by a service user that KTFCCT undertake as an
investigation to arrive at a decision/outcome.

If a service user is dissatisfied with the outcome of a complaint and
considers themselves to have grounds, they can make a formal appeal. To
make an appeal the service user must write to the KTFCCT chief Executive
Officer within 30 days of the date or the decision/response of their query.

The letter should explain the grounds for appeal and attached any
information or correspondence considered relevant and in support of the
appeal.

Where a member of staffis appealing, HR will provide advice to both KTFCCT
and the staff member under investigation.

KTFCCT will acknowledge an appeal in writing within 7 days of receipt.
The Chief Executive Officer will consider the appeal and look at:

e Whether there are grounds for appeal

e Whether the decision was taken fairly and correctly in line with
KTFCCT's policy and procedures.

e Whether the appropriate information was considered.

3.3. Rights and Responsibilities
KTFCCT will:

e Make sure all the points raised are properly and impartially
considered, with no potential conflict of interest.

e Explain the outcome clearly and ensure the service user appealing
know what further steps are open to them.

e Allow a friend to accompany an appellant to any hearings.

e Respect confidentiality by disclosing only the information that is
necessary to consider and respond to an appeal, and only to the staff
or organisations who need it for those purposes.

e Following the outcome of your appeal, if a service user remains
dissatisfied, they can contact the Chair and Vice Chair of the Board of
Trustees to review the case.
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4. Appendices
4.1. Complaints procedure

A complaint may be made in person, by
phone, email or in writing. First
consideration should be whether the
complaintis astage 1 orstage 2
complaint of the complaints procedure.

A 2 ¥

STAGE 2
COMPLAINT/
INVESTIGATION

STAGE 1
FRONTLINE RESOLUTION

( Stage 2 \

v

Stage 1
Frontline Resolution Complaint/Investigation
Always try to resolve the complaint at 1. Ir!uest.iga'te when a complainantis still
the pointitis raised, quickly and to the dissatisfied after stage 1
service user's satisfaction 2. Investigate whereitis clear that the

complaintis complex or will require
detailed investigation
3. Where a complaint highlights poor
practice or an allegation refer to
Disciplinary and/or Mianaging
Where required provide a decision on \ Allegations policies. /
the complaint within 5 working days by
phone orletter

Send acknowledgement within
l three workingdays

NO

v

Provide a response as soon a possible
and within 21 working days, unless
there is a clear reason for extending
the timescale. Inform complaint of

Is the complainant
satisfied with the
decision?

extension
Complaint closed and outcome
recorded Communicate the decision in writing.
Close complaint and record the outcome

Update policy and procedure where
required

Registered Charity Number: 1192160



K ETTER' N G I I %@% ACCREDITED Kettering Town F.C. Comlir;:ﬂtngF::f;
TOWN F.C. *@*

Community Trust

Polwell Lane

Burton Latimer

Kettering

NN15 5PS
www.ktfccommunitytrust.com
enquiries@ktfccommunitytrust.com

Bringing football and people together

4.2. Appeals Procedure

4 D
A letter of appealis
received within 30 days
of decision.
. J
v
r p
Acknowledgment of Outside HR to advise
appeal within 7 days. throughout
. J
l t YES
4 )
Decision if there is Review of Investigation Is the appeal
ground for appeal. and Evidence staff related?
\. J

Decision given within 21 ]‘

days. J

Satisfied with
decision?

Case closed and outcome
recorded in accordance with
data protection.

Policy Review if serious incident.

' ™\
Letter of Appeal sentto
Board
. J
v
s ™

Letter of Appeal
acknowledged by Board
within 7 days.

\. 1 J
( h Case closed and outcome
Board review all recorded in accordance with
Information and provide > data protection.
outcome within 14 days.
\ ) Policy Review if serious incident.
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