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1. Commitment to Handling Complaints
Youth 2 Youth is committed to providing the highest standard of service and ensuring continuous improvement. We take complaints seriously and view them as an opportunity to learn and enhance our work. This complaints procedure applies to anyone who is not working for the organisation, including but not limited to:
· Young people
· Funders
· Parents and caregivers
· Members of the public
· Other organisations
If you are an employee, volunteer, or working for the organisation in another capacity, please refer to the whistleblowing policy.
2. Definition of a Complaint
A complaint is an expression of dissatisfaction regarding our services, actions, or a lack of action taken by or on behalf of Youth 2 Youth. Complaints may include but are not limited to:
· Concerns about service quality
· Financial mismanagement or inappropriate fundraising practices
· Inappropriate behaviour, poor treatment, or unprofessional conduct by someone representing the organisation
· Failure to follow appropriate policies or procedures
3. Timeframe for Raising Complaints
Complaints should be made as soon as possible after an incident to allow for a thorough investigation. Complaints must be submitted within 12 months of:
· The date of the incident, or
· The date the complainant became aware of the issue.
Exceptions may be made for historical complaints where a valid reason for the delay is provided.
4. Process for Handling Complaints
4.1 Submitting a Complaint
Complaints can be made verbally or in writing. Where possible, we encourage complaints to be made directly to the person or team involved. If this is not possible, complaints can be submitted using the contact details in section 5.
4.2 Investigation and Response
Upon receiving a complaint:
· We will acknowledge the complaint within three working days.
· An internal investigation will be conducted.
· A written response, including any follow-up actions, will be provided within 15 working days (20 working days total).
· If the investigation requires more time, an updated deadline will be communicated before the 15-day period expires.
4.3 Complaints About Senior Leaders
Complaints regarding a trustee or another senior leader will be escalated appropriately. See section 5 for contact details.
4.4 Appealing a Complaint Decision
If you are dissatisfied with the response, an appeal must be submitted in writing within 15 working days. Grounds for appeal include:
· New relevant information not previously submitted
· Failure to consider key information
· Unreasonable conclusions based on the provided evidence
The appeal will be handled by a different investigator and a response will be provided within 15 working days. This outcome is final.
4.5 External Complaints
If you remain dissatisfied after an appeal, you may escalate the complaint to an external body such as:
· The Charity Commission
· The Fundraising Regulator
· The Information Commissioner's Office
· Devon MASH
5. Contacting Youth 2 Youth
We encourage written complaints via email or letter. If submitted verbally, we recommend following up in writing for clarity.
For general complaints, please contact:
Melissa Thomas; Lead Youth Worker - melissayouth2youth@gmail.com 
For complaints regarding a trustee or senior member of staff please contact:
Nick Law; Head of Trustees – nick123law@gmail.com 
Youth 2 Youth remains committed to handling complaints fairly, confidentially, and in line with the Data Protection Act (2018).

