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Complaints Procedure

About this Policy

Smile Group aims to provide high quality services to all of our users. As a charity, we believe we achieve
this most of the time. All feedback will be processed in a fair and sensitive way and will be used to
improve practice and services for the future. If we are getting it right please let us know via
hello@smilegroup.org.uk

In order to ensure our services remain at a high and improving standard, we have a complaints
procedure through which you can let us know of for any reason you are not satisfied with your dealings
with the organisation.

How do you make a complaint?

A complaint can be made in writing, by e-mail, or in person. Ideally you would speak to a member of the
team in the first instance. We want to offer the best support to you and are open to listen to any
worries you may have. Should you not be happy with this it can be escalated to a Line Manager.

Please supply as much detail as possible for example the nature of your complaint, the date and
location.

What happens next?
Informal Verbal Complaints will not normally be subject to full investigation and a verbal response will
be made to the complainant where contact details have been made available.

Smile Group will aim to give a reply to any Written Complaint within ten 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.

Stage 1

Written complaints are submitted to the Business Support email address connect@smilegroup.org.uk
and will be acknowledged within three working days. *The Line Manager will conduct an investigation
and will contact the complainant to discuss their complaint. This will be followed by an email confirming
the agreed arrangements. The complainant will be kept informed of ongoing investigations and Smile
will aim to respond to the complaint within 10 days. In the case of a more complex complaint, a later
timescale for response will be agreed with the complainant. A summary of the findings will be emailed
to the complainant within five working days of the conclusion of the investigation.

*if complaint relates to a Line Manager, The Operational Director will investigate.
Stage 2

If the complainant is unhappy about the outcome of the investigation they should raise their concerns
with the Operational Director, Ruth Williams, within 10 working days of the date of the email outlining
the findings of the investigation. They will arrange a telephone call or meeting to discuss the
outstanding issues and will outline any additional steps to be taken to resolve any outstanding issues.
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If for any reason the complainant does not wish to discuss then all unresolved issues will need to be
responded to by email.

Stage 3

If the complainant remains unhappy with the outcome, the board of trustees will be called to consider
the outstanding issues. The complainant will be contacted by a representative of the Board and may be
invited in for a discussion to resolve the outstanding issues. The Board will have 20 working days of
receiving the complaint to investigate and respond to the complaint.

If you are still not satisfied

If a complainant is still not satisfied with the outcome of the investigation, they are able to contact the
Charity Commission.

Website: www.gov.uk/complain-about-charity

If the complaint concerns are a fundraising issue the complainant should contact the Fundraising
Regulator.

Website: www.fundraisingregulator.org.uk/complaints

If the complaint concerns are around a data breach you can follow our Privacy Policy or contact the ICO

Website: www.ico.org.uk/make-a-complaint

Monitoring and reviewing this policy

Smile Group reserves the right to review and revise its policies and procedures to comply with any
future statutory or legal requirements and to meet the organisation’s needs, providing these are within
the statutory and legal requirements.

We’ll monitor this policy periodically and update it if there are any changes. We'll also report any actions
we take to our board of trustees in order to help improve the service. This policy was last reviewed in
March 2025.
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