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Base@TheReed – Members Complaints & Grievance Policy

POLICY – Making a complaint

Base@theReed recognises that Base members have the right to raise grievances about any matter related to their attendance and participation in our activities.This could be in relation to

· Another young person

· A staff member at Base or The Reed Centre

· A volunteer

· The manner in which they are being treated at Base@theReed

· In addition, any other person related to the member in question (eg.parent/guardian) is entitled to make a complaint about the organisation, or any of the above.

We hope that any issue which arise can be resolved through regular and clear communication, transparency, empathy and reasonable discussion of the issues raised and potential solutions available. However, wherever this is not possible, this complaints and grievance procedure is in place to ensure that all difficulties, issues or problems are dealt with promptly and fairly.

PROCEDURE – How we handle complaints
1. If a young person who is a member of Base or their parent/guardian has a complaint against a Base of Reed Centre staff member, a volunteer or the organisation in general they should first discuss this with the most senior manager on duty. Notes of the meeting and any action agreed should be written, signed by all parties, scanned and kept in a secure place and a copy given to the complainant (via email or in writing).

2. If the duty Manager is the person whom the complaint is against then the matter should be referred to their line manager. 
Staffing Hierarchy:

· Octavia Foundation Director (Reena Mukherji) – Full Time

· Youth Programme Manager (Conor Lynch) – Full Time

· Digital Media Project Manager (Tommy Edwards) – Full Time

· Creative Youth Work Assistant (Jada Eduvie) – Full Time

· Youth Engagement Officers (Damilola, Jessica, Leo, Robert, Roxanne) – Part Time

· Volunteers

3. If the matter is not resolved at this initial meeting the complaint should be made in writing to the Octavia Foundation director and relevant line manager. This will require a special meeting of the senior management (director and line manager) and human resources to discuss the issue with the staff member in question. It will be dealt with within fourteen days and treated in a confidential manner.

4. If the grievance or complaint remains unresolved the complainant has the right to request that the issue is referred to a mutually agreed third Party (e.g. Octavia Housing, London Youth, Young Kensington & Chelsea Foundation).

CONTACTS – How to reach the full time staff outlined in this document

· Conor Lynch – Youth Programme Manager – 07985692369 – conor.lynch@octaviafoundation.org.uk
· Tommy Edwards – Digital Media Project Manager – 07940715672 – Thomas.edwards@octaviafoundation.org.uk
· Jada Eduvie – Creative Youth Work Assistant – 07960665563 – jada.eduvie@octaviafoundation.org.uk
· Reena Mukherji – Foundation director – 02083545500 – reena.mukherji@octaviafoundation.org.uk
· Martha Moran – Reed Centre General Manager – 02077277337- martha.moran@octavia.org.uk
For information about how we manage any data or information about our members, please read the membership pack consent form and privacy notice. Please request one if you need a new copy

This document is next due for review in:  December 2020

