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Purpose of Procedure
To outline how complaints and compliments are managed by Displaced People in Action.

To provide a fair process which is clear and easy-to-use for anyone who wishes to make a
complaint or compliment, and for staff who handle complaints and compliments.

To ensure that complaints are handled in a timely and efficient manner and that resolutions are
reached to repair relationships if necessary.

To ensure that we learn from any complaints and improve for the future.
Context

DPIA is committed to providing a high standard of service but acknowledges that there may be
occasions where things go wrong.

It is important that people are able to tell us when things do go wrong so that we can deal
quickly and appropriately with any issues that they raise.

Equally it is important for us to know when things are going well so that we can continue good
practice in these areas.

All information will be handled sensitively, telling only those who need to know and will follow
all relevant data protection requirements. For more information see Policy 022: General Data

Protection Regulation Policy

Definitions

2.5.1 A complaint is any expression of dissatisfaction, whether justified or not, about any aspect of

DPIA.

2.5.2 A compliment is any expression of satisfaction, whether justified or not, about any aspect of

DPIA.

2.5.3 Complaints and compliments may come from any person or organisation who has a legitimate

interest in DPIA.

2.5.4 A complaint or compliment can be received verbally, by phone, by email or in writing.

3
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Who can make a complaint and compliment
The policy is applicable to anyone who requests and receives service from us.

All members of staff, volunteers, relief workers and our stakeholders.
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3 Complaints Procedure
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First Step

Initially we suggest that you contact the colleague about whom you wish to complain, to see
if the problem can be resolved to your satisfaction.

Your contact will be acknowledged within 7 working days.

The colleague will seek to resolve the matter within 28 working days.

Second Step

If you are not happy with the response provided under section 3.1 First Step, you can write to
the Coordinator (details below).

Your contact will be acknowledged within 3 working days.
The Coordinator will investigate the matter and will respond to you within 10 working days.

If the complaint is regarding the Coordinator, you should write to the Chair of the Board of
Directors who will follow the same procedure.

Third Step

If you are not happy with the response provided under section 3.2 Second Step, you have the
right to ask for your complaint to be referred to a DPIA complaint panel.

The panel will be duly elected by the Board of DPIA and will consist of an independent chair
and members from the Board.

You will be advised of the date of the panel meeting which will normally convene within 28
working days.

You will be notified of the panel’s decision within 5 working days of its meeting.

4 Colleagues Receiving Complaints

4.1

Complaints received in person or on the phone need to be recorded using Form 009a: Record
of Complaint.

4.2  Colleagues receiving complaints should:

Make the complainant aware of this procedure

Tell the complainant what will happen next and how long it will take

Ask the complainant, if appropriate, to send a written account by post or email so that
the complaint is recorded in the complainant’s own words
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5 Compliments Procedure

5.1 Compliments may be given to any DPIA colleague by any contact method.
5.2  Where possible, colleagues will acknowledge your compliment.

6 Colleagues Receiving Compliments

6.1 Colleagues receiving compliments should:
i Thank the person for taking the time to give us feedback

ii. Ensure the compliment reaches the appropriate colleague or project to which it relates

iii. Ask for the compliment in writing, where possible

iv. Ask consent from the person to use their compliment in media, publicity or funding
information

7 Monitoring and Learning
7.1  All complaints and compliments are recorded, including response and outcome.
7.2  Feedback will always be given to the complainant.

7.3  Complaints and compliments are reviewed regularly to identify any trends, in line with our
quality development process (see 007: Quality Assurance Statement).

8 Contact Details

8.1 Complaints and compliments can be submitted using the following contact details:

Written Email Phone
The Coordinator
DPIA
3™ Floor, Hastings faruk@dpia.org.uk 02920789 733
House, Fitzalan Place,
Cardiff, CF24 OBL

8.2  Alternatively, you may contact by any method any of DPIA’s staff or Directors to whom you feel
most comfortable addressing your complaint/compliment.
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