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Our Statement of General Policy
This policy is in place to deal with all complaints we receive at Transforming Autism. It covers
complaints about:

1.1 The standard of experience or service you may have received from Transforming
Autism.

1.2 The behaviour of anyone who played a part in delivering that experience or service.

1.3 Our policies, communications or resources.

This policy is applicable to all volunteers, therapist and trustees and is for all service users, their
families' partners, donors, volunteers and members of the public who wish to make a complaint
about Transforming Autism.

We are committed to resolving all complaints fairly, reasonably and in good time. We welcome all
feedback and always respond to issues people raise. We encourage you to let us know about
your complaint or issue as soon as possible so we can address it.

1.4 How complaints can be made
Complaints can be made through email complaints@transformingautism.org (monitored
by the CEO and a Trustee); to a department lead; or to a Trustee via our registered
address: The Transforming Autism Project, 167-169 Great Portland Street, 5th Floor,
London W1W 5PF

1.5 However, this may depend on the seriousness and sensitivity of the issue. In cases
where this is not appropriate, the complaint can be made in writing to the CEO
(tracy.pepper@transformingautism.org)

1.6 Where clear dissatisfaction is received through formal feedback and evaluation, that, in
our view, amounts to be the equivalent of a complaint about a specific service or
activity, it will be treated as a complaint.

Confidentiality

Transforming Autism treats all complaints with sensitivity and discretion. We will make every
effort to protect the identity of anyone raising a concern. However, it may be necessary to share
some information — including the complainant’s identity — with those directly involved in
investigating or resolving the issue. We will only do so with the complainant’s permission and will
explain clearly why this may be required.

Timescales
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o We will acknowledge all complaints within 3 working days of receipt.

e We will aim to investigate all complaints within 10 working days and provide an initial
outcome within this timeline if possible.

e All outcome letters or notifications by email or voice will contain the right to appeal.

Appeals

Complainants have the right to appeal an outcome. A complaint outcome should be appealed
within 5 days of the notification/letter outlining the results of the investigation.

An appeal will be handled by Transforming Autism by an individual not related to the original
complaint. Appeals will be acknowledged within 3 working days of receipt, and we aim to
investigate within 10 working days and provide an outcome within this timeline if possible.

Should the complainant still not be satisfied, the complainant can write directly to the Trustees of
Transforming Autism for consideration.

Complaints procedure

e All complaints will be logged by the CEO & Trustee

e An acknowledgement will be sent to the complainant within 3 working days of receipt.

e Where a complaint is made about an individual the complaint will be investigated by their
line manager and HR.

e The individual will be advised and asked to participate fully. The complaint will remain
confidential until investigated.

e The investigating manager may be required to talk to other members of The Transforming
Autism Project. This will be done confidentially.

e The outcome of the complaint will be communicated to the complainant and related
individual in writing.

e Depending on the outcome, the complaint will be closed or disciplinary procedures may
be followed where appropriate.

Closing a complaint

Responses to all complaints and any related documentation will be held securely in line with our
data protection policy.

Fundraising Regulator
If you are dissatisfied with Transforming Autism’s response to your fundraising complaint you can

contact the Fundraising Regulator (FR) (https://www.fundraisingregulator.org.uk/) to access their
independent complaints procedure.

Charity Commission

If you are dissatisfied with Transforming Autism’s complaints process, you can contact the
Charity Commission. The Charity Commission can be contacted at:
http://www.charitycommission.gov.uk/About_us/Contacting_us/default.aspx

Complaints Policy V2 — Transforming Autism (Charity Number: 1173134)


https://www.fundraisingregulator.org.uk/
http://www.charitycommission.gov.uk/About_us/Contacting_us/default.aspx

