MVUF Complaints and Compliments Policy

Aim of the complaints and compliments policy

At Meanwood Valley Urban Farm (MVUF), we continually strive to improve the quality of services we provide to the people we support and to the public who visit us.

We actively encourage feedback to help us to learn and improve. 

We are committed to handling all complaints and compliments in a fair and transparent way and we take equality and diversity into account in a positive way. We will therefore ensure that individual needs are taken into account when applying this policy and that any reasonable adjustments are made as required.

We investigate all complaints received thoroughly and ensure they are fully addressed. 

It is our aim to resolve the complaint speedily and effectively and leave you feeling it was handled fairly and appropriately. The tone of our contact will be open, responsive and avoid unnecessary formality. Our written correspondence will use plain English and will be backed up with positive action to resolve your complaint. 

All steps will be taken to maintain confidentiality as far as is consistent with progressing the complaint.  

How to make a complaint or pay a compliment

We do not require you to contact us in writing. All feedback will be treated equally whether it is by telephone, letter, email, face to face, social media or any other communication.

You can give us feedback, make a complaint or pay a compliment on our website at www.mvuf.org.uk

You can call us on 0113 262 9759.

You can email us at admin@mvuf.org.uk

You can write to us at:

Meanwood Valley Urban Farm
Sugar Well Road
Leeds LS7 2QG









What is a complaint?

In order to build a positive culture around using feedback and complaints to improve what we do there is a need to have a shared understanding of what is meant when we talk about feedback and complaints. The term ‘complaint’ is used in its everyday sense, to mean any statement about a member of staff or a service or activity, provided by us or on our behalf, that has not met the standard that people could reasonably expect.

Our staff are able to resolve most issues of dissatisfaction as part of their job, without the need for you to make a complaint. Please do speak to a member of staff in the first instance and we will do all we can to reach a positive conclusion after a discussion with you.

However, there may be cases that require further investigation and the involvement of the senior management of the farm and/or the trustees to find out what went wrong. We will deal with these as complaints.

A complaint made orally, if resolved within 24 hours to the satisfaction of the complainant, does not need to be put through the formal complaint’s procedure as a complaint. However, we will log the complaint in our Register of Complaints and Compliments and its outcome.

Complaints do not have to be made in writing and if taken orally, a statement of the complaint will be provided to the complainant by the person logging the complaint. 

All complaints will be acknowledged within 3 working days of receipt.

We will offer to discuss the handling of the complaint and the timescale for providing a response with the complainant at the outset.

What is a compliment?

A compliment is an expression of satisfaction about the standard of service we provide.

We are always glad to hear from people who are satisfied with the services we offer or with the experience they had at the Farm. All compliments are recorded in the Register of Complaints and Compliments and are always acknowledged. A copy of the compliment is sent to the relevant staff member so that they are aware of the positive feedback connected to their work or activity. 

Safeguarding

Sometimes, a complaint may also raise safeguarding issues. When this happens, the local authority’s safeguarding procedures take precedence, and the complaint will be “on hold” until those procedures have been concluded.


How we implement the policy

MVUF will look at the complaint and make a decision as to whether or not we feel that there is the need for a full investigation or if we could resolve the issue for you quickly.
If we think we can resolve your complaint quickly, we may contact you to discuss this with you with the hope of resolving your complaint.

If we cannot, your complaint will be dealt with in the following way:

Stage 1

Stage 1 of a complaint is the first formal stage, and we will acknowledge receipt of your complaint within 3 working days. Our acknowledgement can be made verbally or in writing and will include a date or timeframe by which you can expect to receive a response and the contact details of the person who will be dealing with your complaint. 

Our policy is to respond in full to you within 15 working days of receipt of your complaint, wherever operationally possible. If we cannot respond in full within 15 working days, we will provide you with regular updates at least every two weeks. These will detail the reason for the delay and when you can expect to receive a response. 

The Chief Executive is responsible for investigating all complaints and will act as Investigating Manager. In the event of the Chief Executive being unable to act as Investigating Manager, due to absence or holiday, the Chair(s) of Trustees (or their nominee) will act as Investigation Manager. 

If the complaint is about the Chief Executive, the Chair(s) of Trustees will act as Investigating Manager who will consult with the Board in making decisions.

If the complaint is about a Trustee, the Chief Executive, in acting as Investigation Manager, will use his/her discretion about reporting to the Chair(s) of Trustees or another relevant Trustee as appropriate.

Should it be required, the Investigation Manager (Chief Executive/Chair(s) of Trustees/Trustee as detailed above) may contact you for further information to assist with their investigation. 

Once the complaint has been investigated in line with the process detailed above, our response detailing the outcome of the investigation to you can be provided by letter, email, face to face or by telephone. Where a response is given by telephone or in person, we will offer to provide written confirmation of our discussion. 

As part of our stage 1 response, we will also advise you how you can take your complaint further, should you wish to.

Stage 2

If you remain dissatisfied following the outcome of our investigation at stage 1, you can ask for your complaint to be looked at again by the Chair(s) of Trustees (or by a different Trustee if the Chair(s) were involved at stage 1).


You will normally have 15 days from the date we responded to your initial complaint to take your complaint to stage 2 unless there are exceptional circumstances. 

At this stage we will ask you to provide details in writing to aid the new investigation and let us know why you remain dissatisfied. 

You can let the Chair(s) of Trustees know about your complaint by asking a member of the office team to arrange this or by writing a letter addressed to “The Chair of Trustees” via the MVUF office. Please write “Personal and Confidential” on the envelope, nobody in the office will read it and it will be sent straight to the Chair.

At stage 2, your complaint will be acknowledged in the same way as at stage 1. 

At stage 2 we will look at how we dealt with your original complaint, and we will also respond to any further related issues that you have raised with us. Our policy is to respond in full to you within 15 working days of receipt of your complaint, wherever possible. If we cannot respond in full within 15 working days, we will provide you with regular updates at least every two weeks. These will detail the reason for the delay and when you can expect to receive a response. 

This is the final stage of the MVUF complaints policy.

If you are not happy with the resolution to your complaint
If you are dissatisfied with our final response, you have the right to refer your complaint to the Charity Commission.

The Charity Commission can be contacted at:

Phone: Open Monday to Friday, 9am to 5pm on 0300 066 9197

Web:  https://www.gov.uk/complain-about-charity


Dealing with unreasonable behaviour from complainants
There are a small number of people who may be deemed by us to be unreasonable due to the behaviours they demonstrate in pursuing their complaint. Examples of unreasonable behaviour include:
· Displays behaviours/actions which are disproportionate, harassing and repetitious.
· Seeks unrealistic outcomes relative to the issue being raised and who state that their intention is to persist until that outcome is achieved.
· Repeatedly makes the same complaint with minor differences but who do not accept the outcome of any investigation into their complaints.

Please note Meanwood Valley Urban Farm has zero tolerance of any abuse towards its staff, volunteers, those accessing our services or our visitors.

The inclusion of this section within the policy is to ensure that those people we deem to be ‘persistent or vexatious complainants’ are still dealt with fairly, honestly, and properly, whilst also ensuring that no-one is adversely affected. It is not possible to devise a single strategy to deal with ‘persistent or vexatious complainants’ as each case must be looked at on its own merits.

There is no right of appeal to MVUF regarding the implementation of this section of the policy.

Learning from Complaints and Compliments

It is the responsibility of the Chief Executive to ensure all complaints and compliments are entered into the MVUF Register of Complaints and Compliments. MVUF will take responsibility for identifying the lessons learnt and actions to be taken as a result of the complaint or compliment. The Chief Executive is responsible for taking a Complaints and Compliments report on the key issues, any learning and any recommendations to each Board of Trustees and it is up to the discretion of trustees to decide any further actions that should be taken.


Date agreed by Management Committee: 15/05/23

Date to be reviewed by Management Committee: May 2024
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