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Bond Complaints Procedure 

Right of complaint
All Bond members, service users and the general public have the right of complaint in respect of Bond’s services and activities, members or specific conditions of membership. This right is stated on the website, and further details can be obtained from the Bond secretariat. 

Dealing with complaints 

Stage 1: issuing a complaint letter

All complaints should be addressed to the Membership and Communications Manager. They will be the first point of contact and are responsible for acknowledging complaints and ensuring they are fully investigated. 

Complaints should be written and received as either a letter or an email. This should include: the nature of the complaint, the name of the person or organisation you are complaining about, the date the incident occurred and, your desired outcome of the complaint. Any complaint received will be acknowledged within five working days. 

Stage 2: investigating and dealing with the complaint

It is the responsibility of the Bond secretariat to deal in the first instance with all complaints about Bond services, activities or about issues relating to membership of Bond. All complaints will be taken seriously, and positive solutions sought. 
It is likely that further investigation is needed and this will be conducted by staff within the secretariat; the complainant may be contacted to help this process as will the person or organisation against whom the complaint has been lodged. The investigation should take no more than 10 working days.
Stage 3: communicating the decision

Once the investigation is complete and conclusions drawn, the complainant will be contacted in writing and told of any outcomes and further actions.
Stage 4: complaints and appeals panel

Most complaints will be dealt with by the Bond secretariat without recourse to a formal appeals procedure. However, if the complainant is unhappy with the outcome, they can write to the Chief Executive within 28 days to request an appeal hearing. The Chief Executive can convene a complaints and appeal panel, the purpose of which is:
· to act as final arbiter and decision-maker for complaints about Bond with respect to services and activities of Bond, including those carried out by Bond members in Bond’s name; and 

· to act as final level of appeal for Bond members in dispute with Bond (for example, over non-payment of membership fees)

Panel terms of reference

The panel is accountable to the Board for following correct procedures and adhering to agreed standards of process, but has full delegated responsibility for decision-making. There is no further right of appeal beyond this panel.

Operation of the Panel

· A panel of three board members will be formed when requested by the Chief Executive
· The panel members will be selected on a rota basis taking into consideration particular expertise and any potential conflicts of interest

· The panel will aim to reflect Bond’s range of membership, as well as aiming for a diverse membership and gender balance

· The panel will elect its own Chair 

· The panel will meet to consider the complaint within one week of receipt of the request

· The panel Chair will be responsible for the process of the panel, including communication with all relevant persons and the gathering of evidence

· The panel Chair will also be responsible for ensuring the panel process adheres to the procedures and standards laid down in relevant Bond policies

· The Chief Executive will ensure that the panel is provided with appropriate administrative support and advice as requested

· The panel will aim to reach decision by consensus, will gather what evidence it needs, and will communicate its decision to the relevant parties
· The panel may also make recommendations, which will be communicated to relevant parties, as well as to the Chief Executive

· The Chair of the Panel will report its decision to the Chair of the Board together with any recommendations for future policy or procedures resulting from the hearing
· There is no further stage of appeal 

Contact details
If you require further information or wish to submit a complaint, please contact:

Membership and Communications Manager

Bond
Regent’s Wharf

8 All Saints Street

London

N1 9RL

Email: membership@bond.org.uk 
