
Complaints Policy 

 



2 

 

1 Introduction .................................................................................................................................... 3 

1.1 Complaint or grievance? ......................................................................................................... 3 

1.2 Complaints which will not be accepted .................................................................................. 3 

1.3 Who can make a complaint? ................................................................................................... 3 

1.4 Timescale for making a complaint .......................................................................................... 4 

1.5  Expenses.................................................................................................................................. 4 

1.6 Dual accountability ................................................................................................................. 4 

2 Resolution ....................................................................................................................................... 4 

3  Making a complaint ........................................................................................................................ 4 

3.1 Stage One - Informal Complaints ............................................................................................ 4 

3.1.1.  Oral complaints ................................................................................................................... 4 

3.1.2.  Written complaints (email or letter) ................................................................................... 4 

3.1.3 Complaints made via Social Media ..................................................................................... 5 

3.1.4  Serious complaints .............................................................................................................. 5 

3.1.5  Investigation ........................................................................................................................ 5 

3.2 Stage Two: Formal Complaints Procedure .............................................................................. 6 

3.2.1 The Compliments, Comments, Concerns or Complaints Panel .......................................... 6 

3.2.2 Responding to a formal complaint ...................................................................................... 6 

3.2.3 Suspension of duties as a BfN staff member or volunteer ................................................. 7 

3.2.4 Response ............................................................................................................................. 7 

3.3 Stage 3 - Review and Appeals ................................................................................................. 7 

3.3.1 Formal appeals procedure .................................................................................................. 7 

3.3.2 Response ............................................................................................................................. 7 

4  Timescales ....................................................................................................................................... 8 

5 Communication ............................................................................................................................... 8 

5 Publication and Lessons Learnt ....................................................................................................... 8 

6 Monitoring Complaints ................................................................................................................... 8 

Appendix 1 .............................................................................................................................................. 9 

 



3 

 

1  

Compliments, comments, concerns or 

complaints? - The Breastfeeding Network

https://www.breastfeedingnetwork.org.uk/compliments-comments-concerns-or-complaints/
https://www.breastfeedingnetwork.org.uk/compliments-comments-concerns-or-complaints/
http://www.breastfeedingnetwork.org.uk/wp-content/pdfs/governance/BfN%20Social%20Media%20Policy%202016.pdf
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4cs@breastfeeedingnetwork.org.uk 
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mailto:4cs@breastfeeedingnetwork.org.uk
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Compliments, comments, concerns or complaints? - The Breastfeeding 

Network .

 

 

 

 

 

https://www.breastfeedingnetwork.org.uk/compliments-comments-concerns-or-complaints/
https://www.breastfeedingnetwork.org.uk/compliments-comments-concerns-or-complaints/
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Complaint Monitoring Form 


