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1. We appreciate hearing your views and experiences of our work as a charity. Any feedback is helpful to us in ensuring our projects and activities are being run well and are having a positive impact in line with our vision, aims and values

Whatever your involvement in Karis Neighbour Scheme, whether a beneficiary, volunteer, employee or partner, we commit to listening to what you have to say and treating you with respect

We recognise that at times there may be cause for you to make a complaint and if so, we will take this seriously and deal with it in a reasonable time period, allowing us to look into the matter thoroughly

2. Verbal complaints will be dealt with by the relevant project worker to whom they are addressed. If following the discussion of your complaint with the project worker you are still not happy then you can contact the CEO, either on 0121 456 3212 or at becky.cuthbert@karisneighbourscheme.org

3. Should you still not be happy with the action decided and want to take the complaint further, a written complaint should be sent to:

Complaints
Karis Neighbour Scheme
	c/o Church of the Redeemer
	Monument Road
	Birmingham
	B16 8UU

4. We will acknowledge receipt of your complaint within 5 working days. We aim to investigate your complaint properly and give you a reply within 14 working days, setting out how the problem will be dealt with. If this is not possible, an interim response will be made informing you of the action taken to date or being considered

5. Should you continue to feel that your complaint is not being dealt with effectively, KNS and the complainant will decide if an appropriate official body, such as ACAS or the Charity Commission, should be contacted to help resolve the problem

6. Please note that at any time, a beneficiary or volunteer has the right to withdraw from their involvement with our projects or activities

7. We will endeavour to keep you informed of the progress of your complaint at all stages

8. All complaints will be treated in a private and confidential manner and stored according to our Data Protection and Confidentiality procedures
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NEIGHBOUR SCHEME

Practical help | Advocacy & advice | Befriending | Emotional support




