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MACS Complaints Policy 
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1. Policy Statement
1.1 At MACS Charity, we are committed to providing high-quality services and maintaining open communication with our members, supporters, volunteers and stakeholders. We understand that, despite our best efforts, issues may arise. This Complaints Policy outlines the procedures for lodging complaints and how we address and resolve concerns.
1.2 The purpose of this policy is to:
a. Provide a clear process for individuals to raise concerns or complaints.
b. Ensure that all complaints are handled in a fair, transparent, and timely manner.
c. Improve our services and operations through feedback.

2. Who is Covered by This Policy?
This policy refers to MACS members, supporters, volunteers, and other stakeholders.

3. Who is Responsible for This Policy?
While MACS asks all managers to make sure this policy is complied with; its successful operation also depends on MACS staff. MACS employees are all required to take the time to read and understand it, and ensure members, supporters, volunteers and stakeholders are equipped with the guidance they need to progress a complaint. 

4. Definitions
A complaint is defined as an expression of dissatisfaction with the services, actions, or conduct of MACS Charity, its staff, volunteers, or any third parties acting on behalf of the organisation.

5. Making a Complaint
5.1 Complaints can be made in writing or verbally. To submit a complaint, please contact us through one of the following channels:
· Email: enquiries@macs.org.uk 
· Phone: 0800 644 6017
· Mail: MACS (Microphthalmia, Anophthalmia & Coloboma Support), 71 – 75 Shelton Street, London, WC2H 9JQ

5.2 When speaking to the other person(s) involved it is important to voice:

a. The details of your concern (who or what it involves)
b. Over what time period or when you first became concerned
c. What action you may already have taken to resolve the matter
d. How the concern/problem may affect MACS and/or its members
e. What resolution you would like and how you think this may be possible

5.3 If the matter remains unresolved by informal procedures, the formal procedure should be followed. All parties involved in this formal procedure will aim to reach a just and reasonable resolution, and any action taken by all parties will be consistent with this objective. All parties will attempt to resolve the matter speedily and fairly. Noone will suffer detriment for raising a grievance in good faith.

6. Complaint Resolution Process
6.1 Stage 1: Local Resolution 
In instances where feasible, grievances will be promptly and informally addressed by the respective manager. Should the manager be implicated in the grievance, an impartial manager will be sought. 
Any safeguarding concerns raised during the complaint procedure will be handled in accordance with MACS’ Safeguarding Framework. A staff member will discuss this with you if your complaint involves a safeguarding issue. 
Our goal is to resolve all Stage 1 ‘local resolution’ complaints within 10 working days of receipt. Should resolution within this timeframe not be achievable, we will promptly notify you and provide an estimated timeframe for resolution.

6.2 Stage 2: Appeal 
Should you be dissatisfied with the outcome of a Stage 1 complaint, please submit a written explanation of your dissatisfaction within 14 days of receiving written notification of the Stage 1 outcome. 
An impartial staff member (designated by the Director overseeing the relevant work area) will be assigned to handle the complaint appeal. Initially, this involves reviewing the grounds for appeal and determining if further investigation is warranted. 
If further investigation (referred to as an ‘investigation’) is necessary, an investigating officer will be appointed. We aim to complete the investigation promptly and will keep you informed of its progress and estimated duration. 
Our decision regarding the appeal, including any findings and conclusions leading to the decision, will be communicated to you in writing.
6.3 Stage 3: Final Appeal 
If you remain dissatisfied following a Stage 2 investigation, please inform us in writing within 14 days of receiving the written Stage 2 decision notification. 
A senior manager will be assigned to review your appeal as expeditiously as possible. 
The final appeal stage entails a reassessment of the initial complaint and a review of how MACS’ complaints policy and procedure were applied. 
The outcome of the final appeal will be communicated in writing to the complainant. 
Decisions made at the Stage 3 final appeal level are considered final.
6.4 Options after Appeal
The Charity Commission regulates registered charities in England and Wales and accepts complaints related to suspected serious abuse or illegal activity at a charity. Further information is available on the gov.uk site. 
Dissatisfied MACS supporters regarding fundraising activities can refer their complaint to the Fundraising Regulator after four weeks from the initial complaint. Complaints can be made via telephone or web form. 
Concerns about MACS’ information rights practices can be reported directly to the Information Commissioner's Office via telephone or their website.

.012345987. Confidentiality, GDPR, and Data Protection
7.1 This policy adheres to the requirements of The Equality Act (2010) and aligns with MACS commitment to diversity and inclusion. 
7.2 Only individuals involved in resolving complaints will be informed about them. In some cases, sharing complaints or concerns with other individuals may be necessary for a comprehensive understanding of the situation. If a child or young person lodges a complaint, discussions regarding any concerns for their well-being that may necessitate informing other adults will be held. 
7.3 Upon resolution of a complaint, a summary will be kept on record following relevant data protection protocols. Complaint records will be placed on the files of service users, if applicable. 
7.4 Anonymised information from complaints will be utilised to enhance and improve our services.

8. Record-Keeping
8.1 MACS Charity will maintain a record of all complaints received, including details of the investigation and resolution. These records will be used for continuous improvement.

7. Feedback
7.1 We appreciate feedback, even when it involves a complaint. It helps us learn and grow as an organisation. We encourage individuals to provide constructive feedback to help us enhance our services.

19. Review and revision of the policy 
This policy will be periodically reviewed and updated to ensure its effectiveness and relevance.
By adhering to this policy, MACS aims to create a safe and supportive environment for all participants during its events. Participants are encouraged to familiarise themselves with this policy and reach out to MACS staff with any concerns or questions.
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