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How we handle complaints

Our commitment

We aim to work in a way that is open, accountable and fair. If something goes wrong, we want to know. Complaints help us learn and improve. We take them seriously and will listen and respond.

Our aim

We want our complaints process to be clear and fair. 
We aim to:

Make it easy to raise a concern and explain what will happen next.
Look at complaints objectively and within clear timeframes.
Handle complaints promptly and with respect. We will keep things confidential where appropriate.
Respond in a way that fits the issue. This may include an explanation, an apology if we have got something wrong, and telling you what we will do as a result.
Learn from complaints and improve how we work.

We will not change a funding decision unless we find that we did not follow our process or terms and conditions.

What this policy covers

This policy explains how to raise a complaint about the actions of the Henry Smith Foundation, its trustees, employees or representatives. 

Many concerns can be resolved quickly by speaking to a member of our team. If something feels wrong, tell us. We will do our best to help.

You can contact us on 020 7264 4970 or at hello@henrysmith.foundation.
If the matter cannot be resolved informally, you can make a formal complaint.

The policy does not apply to concerns raised by our employees. Staff should use the Foundation’s Disciplinary, Grievance or Whistleblowing policies. 

Concerns about organisations we fund

If your concern relates to an organisation we fund, you should raise it directly with that organisation using their complaints process.

We are not a regulator and cannot interpret or enforce the law. If you believe a law has been broken, you should contact the appropriate authority, such as the Charity Commission, your local safeguarding team, the police in criminal matters, or Report Fraud. You may also wish to seek advice from a Trade Union or ACAS, depending on the nature of your concern.

We cannot become involved in personal disputes between you and an organisation we fund. If your concern is a personal disagreement, you should raise it directly with the organisation or individual concerned.

If you share information about an organisation we fund, we will consider it carefully. It may not be treated as a formal complaint under this policy.

Unreasonable or abusive complaints

We will not engage with complaints that are abusive, discriminatory, repetitive or persistently harassing.

If communication becomes aggressive or discriminatory, we may end contact.

Confidentiality

We handle complaints sensitively and share information only with those who need to know. We follow relevant data protection requirements.

How to make a complaint

Complaints should normally be made in writing, unless there is a good reason this is not possible.

Please include your name and contact details, unless you need to remain anonymous for your safety.


You can contact us:
Email: complaints@henrysmith.foundation
Phone: 020 7264 4970
Post: Henry Smith Foundation, Caledonia House, 3rd Floor, 223 Pentonville Road, London N1 9NG

How we deal with complaints
We use a two-stage process.

Stage One

We will acknowledge your complaint within five working days.
We will tell you who is handling it and when you can expect a response.
We aim to provide a full response within 28 days. If we need longer, we will explain why and let you know when to expect an answer.
Our response will explain what we have looked at, what we have concluded, and what action we have taken if appropriate. Where a process fault did not affect the funding decision, our decision will stand. For anything outside the scope of this policy, see page 1.
If you are not satisfied, you may request a Stage Two review within 28 days of receiving our response.
Stage Two

A Director will lead the review. 
They may investigate the matter directly, ask a senior colleague to do so, or appoint someone independent of the Foundation.
We aim to respond within 42 days. If this is not possible, we will keep you updated.
The Stage Two decision is final.

Responsibility
The Director of Finance, Investments and Resources is responsible for this policy and for how we handle complaints.
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