
 

1 

 

 

CONCERNS, COMPLIMENTS & COMPLAINTS POLICY & PROCEDURE 

 

1.0 Policy  

1.1 The Epilepsy Research Institute UK (Institute) is committed to providing high-quality services to all 
those we engage with, including our researchers, donors, volunteers, beneficiaries, suppliers, and 
members of the public.   

1.2 We understand that, on occasion, there may be situations where individuals feel dissatisfied with 
actions or decisions.    However, when we make a mistake, we want to be informed as this enables us to 
use the information to endeavour to put things right and to help us to continually improve. 

1.3 Equally it is helpful to get positive feedback about where we do something well from compliments 
about activities, in order that we can share this with the relevant team(s) and ensure this best practice is 
shared more widely. 

1.4 This Concerns, Compliments & Complaints Policy and Procedure outlines how we manage all feedback 
to ensure it is handled in a fair, transparent, and timely manner. 

2.0 Scope  

2.1 This policy applies to all feedback received by the Institute, including concerns, compliments and 
complaints from: 

• Researchers 
• Donors and funders 
• Volunteers 
• Beneficiaries of our research or charitable activities 
• Members of the public 
• Any other external stakeholders  

2.2 This policy is not for the use of employees.  Employees with work related grievances, should use the 
Institute’s Grievance Policy. 

2.3 The Institute also has a separate Whistleblowing & Confidential Reporting Policy and Procedure 
specifically for individuals who wish to disclose information that, in their reasonable belief is made in 
the public interest.  This can be found on our website:  https://epilepsy-institute.org.uk/ . 

2.4 It should be noted the Institute has a separate ‘Fundraising Complaints Policy & Procedure’ for any 
complaints relating to our fundraising activities.    This is available on our website at: https://epilepsy-
institute.org.uk/ . 

3.0 Definitions 

3.1 Concerns:  A concern is a matter of specific interest or importance to an individual which is causing them 
some worry or anxiety. 

https://epilepsy-institute.org.uk/
https://epilepsy-institute.org.uk/
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3.2 Compliments:   A compliment is positive feedback about a particular member of staff and/or the 
overall actions of the Institute regarding something which has gone well. 

3.3 Complaints:  A complaint is defined as an expression of dissatisfaction, or concern, raised by any 
individual regarding the Institute’s actions, or decisions, whether justified or not.  Complaints can relate 
to actions by the Institute such as (but not limited to) conduct of employees, information, or policies. 

3.4 An individual may make a complaint if they feel the Institute has: 

• Failed to provide an acceptable standard or made a mistake, 
• Acted in a manner which is unfair or unethical. 

4.0 Legislation 

4.1 This policy and procedure is written to comply with the following legislation: 

• Charities Act 2011 
• Data Protection Act 2028 
• The General Dat Protection Regulation 
• Public Interest Disclosure Act 1998. 

5.0 Objectives 

5.1 The objectives of this policy and procedure are to: 

• Provide clear guidelines so individuals know how to make a complaint and how their complaint will 
be handled. 

• Ensure complaints are dealt with consistently, fairly, and sensitively within clear time frames. 
• Ensure that complaints are monitored to improve our services. 
• Comply with the UK’s regulatory frameworks and best practice guidelines. 

6.0 Our Commitment  

6.1 We are committed to: 

• Treating all complainants with respect and ensuring their complaints/concerns are handled 
confidentially and promptly. 

• Providing clear information about how to make a complaint. 
• Acknowledging complaints within three days and providing a full response within 20 working days. 
• Investigating complaints thoroughly and fairly. 
• Taking appropriate action based on the outcome of the investigation. 
• Informing complainants of the progress and outcome of their complaint.  

6.2 We will ensure that we: 

▪ Listen carefully to complaints and, as far as is possible, treat complaints as confidential, 
▪ Record, store and manage all complaints accurately and in accordance with the Data protection Act, 
▪ Investigate the complaint fully, objectively and aim to do this within the stated time frame, 
▪ Notify the complainant of the results of the investigation and any right of appeal, 
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▪ If their complaint is upheld, or upheld in part, we will inform the complainant of any action that will 
be implemented to ensure that there is no re-occurrence, 

▪ Provide Trustees with an annual report on the number of complaints received, the outcomes and 
any actions taken.  

6.3 Everyone who makes a complaint will be treated with courtesy and respect.  In return, we expect people 
who make a complaint to communicate their concerns fairly and appropriately.   If complainants harass 
staff, behave abusively, or unreasonably pursue complaints, we reserve the right to withdraw or modify 
our complaints procedure. 

7.0 Compliments 

7.1 It is always good to hear where individuals feel we have done something well so that we can provide 
feedback to the team and/or individual and their line manger to ensure we cascade this best practice.  

7.2 Compliments can be provided directly to the individual/team involved or sent via email to the following 
address: Compliments@epilepsy-institute.org.uk 

7.3 Any member of staff receiving a written compliment should share this with the Director of Governance 
so that it can be included on the central record.  

8.0 Concern or Complaint 

8.1 It is important to establish the difference between a concern and a complaint. Taking informal concerns 
seriously at the earliest stage will reduce the likelihood of them developing into formal complaints. 

8.2 If you have any concerns about any of our activities, please tell one of our employees, or their manager, 
as soon as possible, so they can quickly understand your concerns and try to put things right. 

8.3 If you are not happy with the response to your concern and you wish to make a formal complaint, please 
follow the procedure below. 

9.0            How to make a complaint 

9.1 There are three stages to the Institute’s Complaints procedure which are: 

• Stage 1: informal Resolution 
• Stage 2: Formal Complaint 
• Stage 3: Appeal. 

9.2 Further detail on each of these stages are provided below. 

9.3 Stage 1: Informal Resolution 

• If possible, we encourage the complainant to first attempt to resolve the issue informally by 
contacting the individual or team directly involved in the matter. 

• If the complaint is resolved at this stage, no further action is necessary, and the matter will be 
considered closed. 

mailto:Compliments@epilepsy-institute.org.uk
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9.4 If the issue cannot be resolved informally, the complainant should submit a formal complaint – See 
Stage 2 below. 

9.5 Stage 2: Formal Complaints 

9.6 Formal Complaints must be made in writing and Individuals can log these either by sending this: 

• In writing to:  Complaints Officer, Epilepsy Research Institute, Churchill House, 35 Red Lion Square, 
London, WC1R 4SG, or 

• By email to: Complaints@epilepsy-institute.org.uk  

9.7 In order for us to respond a formal complaint, individuals must provide the following information: 

• Full name and contact details. 
• Details of the complaint, including the nature of the concern, relevant dates, and any parties 

involved. 
• Any actions already taken to address the concern (if applicable). 

9.8 Your complaint will be allocated a unique reference number by the Complaints Manager, who will log 
this on our Complaints register.  You will receive a written acknowledgment from us confirming receipt 
of your complaint within three working days of it having been received.  This will include the name of 
the individual handling your complaint and its unique reference number.   The person identified to 
handle the complaint will be independent of the issue(s)raised. 

9.9 A thorough investigation will be carried out. The investigator will gather relevant information, including 
speaking with the complainant and any other relevant parties. 

9.10 Once the investigation is complete, the named individual handling the complaint will provide a formal 
response to the complainant. This response will be provided within 20 working days. If, for any reason, 
this timescale cannot be met, the complainant will be notified of this, together with the rationale and a 
new target deadline for completion. 

9.11 The written response will provide feedback from the investigation against each aspect of the complaint 
and explain the investigation undertaken to consider the complaint.  It will also state the findings from 
the investigation and explain any improvements made following the complaint. 

9.12 Finally the written response will confirm whether the complaint has been upheld, upheld in part, or not 
upheld.  

9.13 If the complainant is dissatisfied with the outcome of the formal complaint, they may appeal the 
decision within five working days of receiving the outcome communication – See Stage 3 below. 

9.14 Stage 3 – Appeals Process.  Appeals must be submitted in writing and addressed to the Chief Executive 
clearly stating which aspects of the outcome the complainant remains dissatisfied with and why. 

9.15 The Chief Executive will review all the information held relating to the complaint and will only conduct 
further investigations if they consider that the initial investigation was insufficient.   The outcome of the 

mailto:Complaints@epilepsy-institute.org.uk
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appeal will be communicated to the complainant within five working days of the appeal letter having 
been received.      

9.16 It should be noted the appeal process is normally a review of the handling of the complaint and does 
not automatically trigger a further investigation.    

9.17 There is no right of any further appeal after Stage 3. 

10.0 Referral to External Agencies 

10.1 If you have a serious complaint regarding any area of our activities or behaviours and do not feel 
completely satisfied by our response you can raise a complaint with the Charity Commission.  Details of 
their complaint’s procedure can be found at:  

  https://forms.charitycommission.gov.uk/raising-concerns/  

11.0            Confidentiality  

11.1 All complaints will be handled with confidentiality as far as is possible.   Information related to 
complaints will only be shared with those directly involved in investigating and resolving the issue, 
unless otherwise required by the law. Personal details of complainants will not be disclosed without 
their consent, except where necessary for the resolution of the complaint. 

12.0            Monitoring & Learning 

12.1 To ensure continuous improvement, we will monitor complaints and use them as an opportunity to 
learn and improve our services. Complaints will be reviewed periodically by the senior management 
team to identify any patterns or systemic issues. 

13.0            Summary of Timescales 

13.1 Below is a summary of the timescales we aim to work to within this procedure: 

• Acknowledgment of complaints: within three working days. 
• Response to formal complaints: within 20 working days. 
• Appeal decision: within five working days. 

13.2 Where a complaint cannot be resolved within the specified timeframes, the complainant will be 
informed of the delay and provided with a revised timeline. 

 14.0            Accessibility 

14.1 This policy is designed to be accessible to all individuals. If a complainant requires assistance in making 
a complaint due to language barriers, disability, or any other need, we will provide reasonable 
adjustments to ensure the process is accessible.  Anyone requiring assistance, should ask a member of 
our staff, or email the Complaints Manager at: Complaints@epilepsy-institute.org.uk 

14.2 Our complaints policy and procedure are made accessible to all via our website. 

https://forms.charitycommission.gov.uk/raising-concerns/
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15.0            Review  

15.1 This Complaints Policy and Procedure will be reviewed annually to ensure it remains effective and in 
line with best practice and legal requirements.  Any changes and/or amendments to the document will 
be notified to the Institute’s Trustees in their annual complaints report.  

15.2 We keep a register of all complaints, as they form an essential prat of our quality monitoring practice.  
As part of this monitoring and continuous improvement activity the Complaints Manager will provide an 
annual complaints report to the Trustees.  

15.3 All Trustees, and staff are aware of their responsibilities to read, understand and comply with this policy 
and procedure.  


