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e Comply with relevant UK legislation and best practice guidance




Scope and Application
This policy applies to complaints and disputes from:

e Candidates part|0|pat|ng in Youth Start placements
Start’s services
avolved with Youth Start

The quality of Yo
e The conductofYo
e Discrimination, haras
e Breach of policy or p

e Staff grievancesl/(covered by th rievance Procedures)

o Staff disciplina inary & Grievance Procedures)
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What Constitutes a Complaint?

A complaintis an expression of dissatisfaction with Youth Start’s services, operations, or conduct.
Complaints may relate to:

A
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¢ Informal concerns:) ) diScussion and feedback

e Formal complaini ' at S S and formal resolution
S

Informal Resoluti

Youth Start believes the
complaint procedures.

e Raise concerns direCtiyw
e Discuss the issue openly:an
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e Email: contact@youthstart.co.uk & .-‘.'\'- b
e Post: Youth Start Limited, 370 Osmaston Park Road, Derby, DE24 8FB
e Website: youthstart.co.uk (via the contact form)



Information to Include:
The complaint should include the following information:

e The complainant’s name and contact details
e The dategrdateswhen the issue occurred

e Aclea complaint and the issue being raised

e The namé als involved

e Anyreleva umentation
e What outco
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Anonymous Complaint

Youth Start will accept anol ints, E'may be more difficult to investigate and
resolve the matter without cg r
details to enable effectlve C
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e The investigatorwalls It
e Theinvestigato will _ npl&mant, staff members, mentors,
volunteers, or withesses e 2a o,

e Theinvestigator will review any rele " ts, records, or policies
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e Theinvestigator will produce an inveSti : eport setting out their findings



Investigation Meeting:

e The complainant may be invited to a meeting to discuss the complaint in more detail
e The complainant will be given at least five working days’ notice of the meeting

e The complainant will have the opportunity to present their case and provide additional
evide '

e Theco accompanied by a friend, family member
.
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Following the investigation
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Decision:
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Stage 4: Appeal

The complainant has the right to appeal against the outcome of the complaint if they are not
satisfied with the decision.
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In addition to the formal ' '*fpllowing dispute resolution

options:

Mediation
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Youth Start may offer mediation as an alte additional method of resolving disputes.

Mediation involves:



e Aneutral third party (mediator) facilitating discussion between the parties
e Both parties working together to find a mutually acceptable solution

e Avoluntary and confidential process

e No formal decision or judgment by the mediator

Mediation ma or disputes involving:

petween candidates and employers #
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(www.acas.org.u
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e Health and Safet ive | nd safety concerns (www.hse.gov.uk)
e Legal action: Througt > civilcol 3mployment tribunal (as a last resort)
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Data Protection and Confidentiality

Complaints about data protection or confidentiality breaches will be investigated in accordance
with the Data Protection Policy and UK GDPR requirements.

If a complaintinyolves a data breach:
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er’s Office (ICO) will be notified if. ifre

ed of the‘ougcome and any actions

e The brea
e ThelInforma
e The complaing

: ¥ '-f.! S 5 }
5"} 1"‘ ’tf vestigated in a%rdance with the Health &

Health and Safety

Complaints about health 4
Safety Policy.

If a complaint involves a healt
AP

e The matter will 'é\‘é'

| iat tic I
e Immediate ac ’Q‘-‘:p'
e The Health ¢~.¢¢~ s

e The complainant
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Protection Policy and UK GDPR requirement8: Thi§ includes:

e Only collecting and processing infof 1at is necessary for the complaint

e Storing information securely



e Only sharing information with relevant individuals on a need-to-know basis
e Retaining information in accordance with the Data Retention Policy
e Providing complainants with access to their information upon request

Complainants have the right to request that their personal data be kept confidential, but this may

limit Youth S‘gate the complaint fully.
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Support for Complainants

Youth Start recognises that making a complaint can be stressful and difficult. Youth Start will:

e Treatall complalnants with respect and dignity

e Provia ion about the complaints procedure ,
ed of progress throughout the process
cerns promptly |

Respond
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e Ensure that c@ i ictimi ult of making a

complaint
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discussions.
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Senior Management
Senior management is responsible for:

e Overseeing the complaints procedure and ensuring compliance with this policy
e Review iats register and identifying trends

e Imple nal changes based on learning from co

Ensuring available to handle complaints effett

e Board of Directors (if applicable)
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Youth Start L|m|te ¢ :
Registered Office: 370 Osmasto
Email: contact@youthstart.co.uk
Telephone: 07470435603
Website: youthstart.co.uk




Relationship with Other Policies

This Complaints & Dispute Resolution Policy should be read in conjunction with the following
policies:

) iSCi ki i Procedures
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