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FWinc Complaints Policy

Funny Wonders Inc.
Community Interest Company
Company No: 06814964

Purpose

Funny Wonders Inc. (FWinc), as an organisation, aims to provide opportunities for people to experience
and participate in creative arts in a supportive, safe environment. The purpose of this policy is to ensure
all FWinc members and associates know how to make a complaint should one be necessary and to outline
the procedure that we have adopted to deal with them.

Scope

This Policy applies to all members and associates of FWinc.

Definitions
A complaint is an expression of grievance, dissatisfaction or resentment.

An informal complaint is one expressed without the intention of official consequences, is resolved
directly without any further action required and does not require a written response.

A formal complaint is one expressed with the intention of official consequences, is resolved following
later and reflective action and requires a written response.
Statement

Any member or associate of FWinc has the right to make a complaint. All complaints will be managed in
compliance with the FWinc Data Protection & Confidentiality Policy.

It is the general policy of FWinc to welcome valid complaints about the organisation, as this may reflect
expectations that have not been met or an expression of dissatisfaction. FWinc recognises that

complaints can be viewed as constructive criticism and to enable us to address areas in which we could
improve.

Legislation

There is no relevant government legislation regarding internal complaints policies and procedures.

6. Making a Complaint

6.1 Informal Complaints
Informal complaints should be made verbally to a supervising adult or a project manager.
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Formal Complaints
Complaints of a formal, official or serious nature must be recorded by completing a FWinc Record of
Complaint Form. The form should be passed to the FWinc Core Team.

7. Complaints Handling Procedure

8.

9.

7.1

7.2

Informal Complaints

Informal complaints will be handled informally most likely with a small discussion between the
involved parties. Hopefully this will lead to a greater understanding and agreement of appropriate
action to be taken so that the problem is solved.

Formal Complaints

All fully completed formal complaint forms which are received by the Core Team will be
acknowledged and acted upon. All stages of the following procedure must be recorded and kept in
accordance with the FWinc Data Protection and Confidentiality Policy.

The action taken by the Core Team will depend on the nature of the complaint. Actions may include
setting up a meeting with persons involved or complained about, reviewing policies, activities or
processes, providing training, carrying out an enquiry or investigation or addressing the issue in any
other way deemed appropriate. Only persons involved or affected by the complaint or any further
actions will be informed of the complaint.

Following actions taken by the Core Team, complainants of formal complaints will receive a written
response to the complaint.

Depending upon the outcomes of the action taken, recommendations of further action will be
determined by the Core Team in order to resolve the issue. This may include taking disciplinary
action as outlined in the FWinc Disciplinary Policy.

A follow-up review will take place at a later stage to ensure the problem or issue has been resolved
and improvements made where necessary.

Implementation of this Policy

All supervising adults will be made aware of the content of this Policy, the complaints handling procedure
and the location of FWinc Record of Complaint Forms.

This Policy will be available at permanent premises used by FWinc and on the FWinc website.

Responsibilities

It is the responsibility of the FWinc Core Team to handle formal complaints and respond to complainants.

It is the responsibility of the supervising adult of the FWinc activity to handle immediate issues regarding
complaints should they affect the FWinc activity and pass on any FWinc Record of Complaint Forms to the
Core Team.

It is the responsibility of FWinc members and associates to use this policy responsibly and not abuse the
seriousness with which FWinc will handle formal complaints.
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10. Complaints

Complaints regarding the procedures or handling of the procedures mentioned in this Policy, the Policy
itself or any other matter should follow the FWinc Complaints Handling Procedure outlined in this Policy.

11. Review

This Policy will be reviewed by the FWinc Board of Directors annually or as-and-when issues arise.

12. External Contacts

GOV.UK: www.gov.uk

13. Policy History

First version adopted 13" May 2010
Formatted Apr 2011
Readopted May 2011
Amended Apr 2012
Readopted Apr 2012
Readopted Apr 2013
Readopted Apr 2014
Readopted Apr 2015
Readopted Jun 2016
Readopted May 2017
Readopted May 2018
Readopted Apr 2019
Readopted Apr 2020
Readopted Apr 2021
Readopted Apr 2022
Readopted Apr 2023
Readopted Apr 2024
Readopted May 2025
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