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Complaints Policy and Procedure
Inspire South West
Reviewed: 8th April 2026
Next Review Due: April 2027 (or earlier if required)

1. Purpose
This policy outlines the procedure for addressing complaints made against Inspire South West or any of its practitioners, employees, or volunteers. The aim is to ensure all complaints are handled professionally, fairly, and in a timely manner, in accordance with best practice and relevant UK legislation.
Inspire South West is committed to working in partnership with children, young people, families, and professionals. We strive to ensure that concerns are raised and resolved constructively and transparently. This policy does not preclude other forms of dispute resolution, such as informal mediation or professional supervision, which may support or complement the complaints process.
2. Legal Framework
This policy aligns with the following UK legislation and statutory guidance:
- The Equality Act 2010
- The Human Rights Act 1998
- Children Act 1989 and 2004
- Data Protection Act 2018 (UK GDPR)
- The Local Authority Social Services and NHS Complaints Regulations 2009 (as guidance for good complaint handling)
- Worker Protection (Amendment of Equality Act 2010) Act 2023 – In force 26 October 2024; where a complaint relates to sexual harassment, ISW must demonstrate it took proactive preventative steps. Failure to do so may result in up to 25% uplift in any compensation awarded.
- ACAS Code of Practice on Disciplinary and Grievance Procedures – ISW follows ACAS guidance when handling formal complaints, ensuring fairness, consistency, and timely resolution.
3. Timeframe for Complaints
Complaints should normally be raised within 12 months of the event or matter becoming known to you. In certain cases, Inspire South West may extend this time limit where there are good reasons for the delay, and it is still possible to conduct a fair and thorough investigation. This will be agreed in consultation with the complainant.
4. How to Make a Complaint
Complaints can be made in writing, via email, or by completing a formal complaint form (available upon request). If a complaint is made on behalf of another person, written consent from that individual must be provided to allow us to process the complaint.
All complaints should be directed to Director of Operations:
Jenni Budd

Inspire South West
1 Allenstyle Drive
Yelland
Barnstaple
Devon
EX31 3DY
📱 07387 671 223
✉️ Jenni@inspiresouthwest.co.uk

Any Complaints regarding Jenni Budd Director of Operations should be referred to Lyn Brown CEO 
Lyn Brown
Inspire South West
1 Allenstyle Drive
Yelland
Barnstaple
Devon
EX31 3DY
📱 07453 300171
✉️ Lyn.brown@inspiresouthwest.co.uk

5. Complaint Acknowledgement and Response

Upon receipt of your written complaint, Inspire South West will aim to:
- Acknowledge your complaint within 14 days
- Provide a summary of our understanding of the issues raised
- Discuss the next steps in investigating your concern, if appropriate
We are committed to resolving concerns effectively and promptly. If a mutual agreement cannot be reached, you will receive a written outcome outlining:
- Our findings
- Any apologies deemed appropriate
- Actions taken as a result of your complaint
6. Complaints Involving the CEO
If the complaint relates to the conduct or actions of the CEO, the matter should be referred to the Local Authority Designated Officer (LADO) in line with statutory safeguarding protocols. This ensures transparency and compliance with safeguarding procedures.
7. Confidentiality and Records
All complaints will be handled in line with Inspire South West’s Data Protection Policy. Records of complaints will be stored securely and retained in accordance with data retention guidelines. Confidentiality will be maintained unless disclosure is required to safeguard an individual or comply with legal obligations.
Inspire South West values feedback as part of our commitment to continuous improvement and safeguarding excellence.

8. Policy Review
This policy will be reviewed annually, or sooner if changes in legislation, practice, or provision require it.
· Reviewed: April 2025
· Next Review Due: April 2026
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