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Complaints, Comments and Compliments Policy

Introduction

Stride UK Foundation is committed to providing high-quality services and support to children and young people. We value feedback – whether it is a complaint, comment or compliment – as it helps us to improve, remain accountable and build trust. 

This policy sets out how anyone can raise concerns or praise and how we respond fairly, transparently and promptly. 

Legal and Policy Framework

This policy has been developed in line with UK legislation and good governance guidance, including: 
· Children Act 1989 & Children Act 2004 – Safeguarding duties
· Equality Act 2010 – fairness and non-discrimination
· Data Protection Act 2018 and UK GDPR – handling personal data safely
· UK Charity Commission guidance on complaints handling
· Relevant safeguarding best practice (e.g. Working Together to Safeguard Children 2025) 

We will meet the principles of being accessible, transparent, impartial, timely and respectful. 

Purpose

· To ensure concerns are heard and acted upon
· To make it easy to give feedback without fear of adverse consequences
· To learn from complaints and improve services
· To celebrate positive feedback and share good practice 

Scope

This policy applies to feedback from: 
· Children and young people using our services
· Parents, carers and guardians
· Staff and volunteers
· Funders and stakeholders
· Members of the public

Definitions

· Complaint – an expression of dissatisfaction about our services, staff, volunteers or policies.
· Comment – general feedback on how we work or suggestions for improvement.
· Compliment – positive feedback acknowledging good service or practice.

Principles

We will handle all feedback: 
· Promptly and fairly – every concern is taken seriously
· Confidentially and with respect – personal information is protected and only shared on a need-to-know basis in line with UK GDPR
· Without discrimination – no one will suffer disadvantage for raising a concern
· Child-centred – especially when feedback comes from a young person

How to Give Feedback

You can raise a comment, compliment or complaint: 

1.1 In Writing
Email: info@strideuk.org

1.2 In Person
Speak to a member of staff at any Stride UK location. 

1.3 For Young People
If you are under 18, attend a Stride session and want to make a complaint, comment or compliment: 
· You can speak to a trusted adult (parent, carer, coach, mentor) to help you
· You can write or email us directly: info@strideuk.org 
· Contact us via our Stride UK Instagram: @strideuk_foundation 

We will listen to you, take what you say seriously and support you throughout the process. 

If your concern is about abuse of safety, you can speak to a safeguarding lead immediately. 

What We Will Do 

Once we receive your feedback:
· Acknowledge receipt within 5 working days
· Record details in our complaints log 
· Assess and investigate fairly and impartially
· Respond fully within 20 working days with an outcome or update
· If more time is needed, we will explain why and give a revised timeframe

Confidentiality and Data Protection

· All personal information will be handled in compliance with the Data Protection Act 2018 and UK GDPR
· Only staff involved in handling the matter will see details
· We will retain records securely for monitoring and learning 
Confidential, Anonymous or Third-Party Complaints

· You can make a complaint anonymously. We will do our best to investigate, but this may limit what we can do. 
· If you are making a complaint on behalf of someone else (with their consent), we will check this before proceeding. 

Safeguarding Concerns

If the complaint involves a safeguarding concern (e.g. abuse, harm or risk to a child or young person):
· We will follow our Safeguarding Policy and Procedures immediately
· We may need to share information with other agencies (e.g. local authority children’s services, police) to keep people safe

For immediate danger or emergency, call 999. 

Appeals and Review

If you are not satisfied with the outcome: 
· You can ask for a review by a senior manager within 10 working days for the decision
· We will review and respond within 15 working days

If still unresolved, you may choose to contact:
· Charity Commission for England and Wales
· Local Government & Social Care Ombudsman (depending on service funding)
· Independent advocacy services (e.g. for children and young people)

Contact details are at the end of this policy. 

Learning from Feedback

We will: 
· Analyse complaints regularly
· Share learning with staff and volunteers
· Use feedback to improve policies, training and practices

Recording and Reporting

We will keep a central record of: 
· Complaints received
· Outcomes and actions taken
· Timescales met
· Trends and learning points

An anonymised summary of complaints and lessons learned will be reported annually to the Board of Trustees. 




Child-Friendly Version

Your Voice Matters
If you are unhappy, worried or want to tell us something good: 
· Talk to a trusted staff member
· Email: info@strideuk.org

What will happen?
· We will listen
· We will take it seriously
· We will tell you what we are going to do next 

If your concern is about something that might be unsafe, tell us straight away – we can help keep you safe. 

Signposting for Young People (External Support)

You can also speak to someone independent: 
· Childline (free and confidential): 0800 1111 / www.childline.org.uk
· NSPCC Helpline: 0808 800 5000 / help@nspcc.org.uk
· Local authority children’s services
· If it is an emergency or someone is in danger: 999

Reviewing

This policy will be reviewed every two years, or sooner if legislation changes or after a significant complaint requiring review. 
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