Action For Refugees In Lewisham

COMPLAINTS POLICY
Date last reviewed: November 2025 Date for next review: November 2026

Background

AFRIL aims to provide the best possible standard of service to all our clients. If we fail to do this we
want to know about it. This will enable us not only to deal with the specific problem, but also to
prevent it happening again. We want all the people who access our services to feel safe, comfortable
and able to share any suggestions, problems or opinions with us.

General Considerations
This policy explains what AFRIL will do when we receive a complaint from clients, a relevant
organisation or a member of the public.

It does not address complaints made by staff or volunteers nor job applicants, which are dealt with
through other relevant internal policies.

We prioritise complaint resolution and are committed to taking remedial action if a complaint is
found to be substantiated.

Should a client wish to take legal action against AFRIL, we have Professional Indemnity insurance to
meet any claims.

Clients’ Complaints Procedure
Clients who use AFRIL’s services are notified of our complaints procedure in the following
documents:
- The Helping Hands Food Bank Terms of Reference, given to all new clients on registering with
the service
- The Rainbow Club Supplementary School Parents’ Pack
- The Advice Service Users Charter
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When someone wishes to register a complaint, the following procedure should be adopted. Where
the complaint is against the Director, the same procedure will be followed, but with the Chair of the
Board of Trustees substituting for the Director’s role at all stages.

Preliminary stage
If you are not satisfied with any aspect of our service you may initially want to discuss this with your
AFRIL adviser or project worker to see if the matter can be resolved quickly.

If you have spoken to your adviser or project worker, or if you do not wish to discuss your concerns
with them, you may wish to make a formal complaint.

You can make your complaint either verbally or in writing to AFRIL's Director, Chloe White, who can
be contacted at:

Telephone number: 07549030484

Email address: director@afril.org.uk

The Director is responsible for handling all complaints at AFRIL, including those in relation to
immigration advice and services provided by AFRIL.

Verbal complaints are treated as seriously as written complaints. The details of the complaint will be
written down by the receiver and confirmed for accuracy with the complainant.

The Director should be made aware of a request to make a verbal complaint and record it on the
Complaints Log.

The AFRIL Director will acknowledge your complaint within 3 working days.

Stage 1

The complainant should be invited to discuss the complaint with the Director. This can be done in
person or by phone, whichever is appropriate. The Director should keep a record of the conversation
on the Complaints Log. If the complaint involves a member(s) of staff the Director should offer the
opportunity for the member of staff to put forward their account by written statement.

The Director will investigate and endeavour to resolve the matter.
The Director will acknowledge the complaint within three working days of receipt and ensure that a

full written response is sent within 15 working days. This written response will summarise what
investigation has been carried out and what action, if any, is proposed to resolve the matter. If a
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response by letter is unsuitable, the complainant will be offered an interview with the Director to
provide the response verbally. This meeting should be held within 7 working days of the conclusion
of the investigation. A written record of this interview will be kept and signed by the complainant. If
the timescales are longer for any reason, the complainant should be informed and provided with an
explanation for the delay.

If the complainant is not satisfied at this stage they should ask for the matter to be dealt with under
Stage 2 of the complaints procedure.

Stage 2

Where the matter is not resolved at stage 1, the Director should immediately refer the complaint to
the Board of Trustees who will convene a Complaints Panel, sending copies of all written
correspondence to Panel members.

The Complaints Panel will comprise the Chair of the Board of Trustees and a dedicated member of
the Board acting as Complaints Officer.

The panel will review the decision made at Stage 2 and may seek further clarification from any of
the parties involved.

The Complaints Officer will notify the complainant of its decision and reasons within 15 working
days of having received notice of the complaint. The Panel’s decision will be final, recorded in
writing, and stored in the Complaints Folder.

The Complaints Officer will be responsible for reporting the Panel’s findings to the next meeting of
the Board.

Complaints relating to Immigration Advice

For complaints relating to immigration advice, the procedure detailed in this document should be
followed as usual. If the complainant is not satisfied with AFRIL’s response to their complaint or if
they do not wish to complain directly to AFRIL, they may at any time complain directly to the Office
of the Immigration Services Commissioner (OISC).

The IAA can be contacted at:
Immigration Advice Authority, 5th Floor, 21 Bloomsbury Street, London, WC1B 3HF
Website: https://portal.immigrationadviceauthority.gov.uk/s/report-something-to-us
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Final steps
In situations where the complaint has not been resolved and/or the client and advisor can no longer
work together, the client should be referred to another adviser or service as quickly as possible.

Following the conclusion of the complaint investigation, the adviser/ project worker and Director or
Service Manager should work together to evaluate the problems that the complaint may have
identified and look for ways to ensure that they are not repeated.

Recording and Monitoring Complaints

All complaints will be recorded and kept securely on the complaints log on the AFRIL drive, including
those which were resolved without being put in writing. All complaints shall be treated with regard
to the Confidentiality Policy. We will also create a separate file or section in the client's case file in
order to record details of the complaint, AFRILs investigation, and AFRILs response to the complaint.

The Director will make a report once a year to the Board summarising the nature of complaints
received and how they were resolved.

Publicising the Procedure
The Director is responsible for ensuring that a copy of this procedure is available to clients accessing
our services, including during outreach sessions. Notification of the Complaints Procedure will be

shared in the documents described above.

Ensuring the Effectiveness of the Procedure
All Board members will receive a copy of this policy.

Existing and new staff and volunteers will be introduced to the Clients” Complaints Policy via
induction and training.

This policy will be reviewed once every year by the Board.
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