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Our commitment

PLOT aims to provide a high-quality service. When something goes wrong, we want to know so we can
explain what happened, put matters right where possible and improve our practice.

1. Purpose and principles

Anyone who uses, receives or is affected by PLOT services may raise a concern or complaint. Children may
complain themselves or be supported by a parent, carer, advocate or other trusted adult.

e Complaints will be handled fairly, respectfully and as quickly as possible.

e No child or family will be disadvantaged because they have complained in good faith.

e Information will be shared only with people who need it to consider the complaint.

o Reasonable adjustments will be offered where needed. A complaint may be made verbally, in writing or
with support.

2. How to complain

Stage 1 - Talk to us

Raise the concern with a member of PLOT’s management team. We will listen, investigate and normally
provide a written response within 10 working days. Straightforward concerns may be resolved sooner by
discussion.

Stage 2 - Formal written complaint
If the matter is not resolved, send a formal complaint to the Head of Centre:

Contact

Email: bev@plotcic.co.uk
Post: P.L.O.T. CIC, Buck House, Church Road, IP10 OER

Please explain what happened, the outcome you are seeking and any relevant dates or evidence. We will
acknowledge the complaint within 3 working days and aim to provide a full written response within 10 working
days. If more time is needed, we will explain why and give a revised response date.
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Stage 3 - Appeal to the Board of Directors

If you remain dissatisfied, write to the Board of Directors at the address above, normally within 10 working
days of the Stage 2 response. State why you disagree and the outcome you seek.

The appeal will be considered by two Directors who have not been directly involved, where practicable. You
will receive at least 10 working days’ notice of any appeal meeting and may attend with a friend, advocate or
non-legal representative. The panel may uphold, partly uphold or reject the complaint and may recommend
action. Its written decision will normally be sent within 10 working days of the meeting and is PLOT’s final
response.

3. Complaints involving senior leaders

e A complaint about the Head of Centre should be sent directly to the Board of Directors.
e A complaint about a Director will be handled by another Director who has no conflict of interest. If this is
not possible, PLOT will appoint a suitably independent person.

4. Safeguarding and other procedures

Where a complaint suggests that a child may be at risk of harm, safeguarding action takes priority and the
matter will be passed immediately to the Designated Safeguarding Lead. This may limit what can be shared
or require the complaints process to pause.

Staff grievances, disciplinary matters, whistleblowing, data-protection requests and issues already subject to
legal proceedings will be managed under the appropriate separate procedure. PLOT will explain the correct
route. Immediate danger or suspected crime should be reported to the emergency services or police.

5. Records, learning and external routes

e PLOT will keep a secure record of the complaint, evidence, correspondence, outcome and actions, in
line with its retention arrangements.

e Complaint themes and learning will be reviewed by leaders and reported appropriately to the Board of
Directors.

e Anonymous complaints will be considered where enough information is available to investigate.

o After PLOT’s final response, the complainant may contact the commissioning or referring organisation, or
another body with jurisdiction. PLOT will identify any relevant external route in its final letter.

6. Managing unreasonable behaviour

PLOT will remain fair and accessible, but may set reasonable communication arrangements where behaviour
is abusive, threatening, discriminatory, excessively repetitive or prevents the complaint from being handled.
This will not stop PLOT considering the substance of a genuine complaint or acting on safeguarding
concerns.
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