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General Complaints & Feedback Policy (Non-Residents)

Thorner’s Homes CIO

1. Purpose & Scope
This policy sets out how Thorner’s Homes will handle complaints and feedback from anyone who is
not a resident of our almshouses. It applies to:
e Visitors, neighbours, family members of residents, contractors, suppliers, and members of
the public.
e Concerns about staff, trustees, or services provided by the charity other than resident
housing matters.
Resident complaints are covered separately by our Resident Complaints Policy, in line with the
Housing Ombudsman’s Code.

2. Policy Statement
Thorner’s Homes is committed to acting with integrity, transparency, and fairness. We welcome
constructive feedback and will treat all complaints seriously, seeking to resolve issues promptly and
appropriately.
We will ensure:

¢ All complaints are acknowledged and investigated.

e Complainants are treated respectfully and fairly.

e Complaints are used as an opportunity for learning and improvement.

o Safeguarding or whistleblowing concerns are handled under those separate policies.

3. How to Make a Complaint

Complaints should be submitted in writing (email or letter) to:

Chief Executive Officer

Thorner’s Homes CIO

Address: 86 Thorner’s Court, Henstead Road, Southampton SO15 2GU
Email: enquiries@thorners.org.uk

If the complaint relates to the CEO, it should be addressed to the Chair of Trustees.
Complaints may also be raised verbally, but a written record will be kept.

4. Complaints Procedure
Stage 1: Initial Response
e The CEO (or relevant manager) will acknowledge the complaint within 5 working days.

e Avresponse will normally be provided within 20 working days, once the matter has been
reviewed.
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o If the complainant is not satisfied, they may request that the matter be reviewed by the
Board of Trustees.

Stage 2: Trustee Review

¢ The Trustees will review and respond within 30 working days.
This is the final stage of the charity’s internal complaints process.

5. Escalation to Regulators
If a complainant remains dissatisfied, they may escalate to the relevant external body, depending on
the nature of the complaint:

e Charity Commission — if the complaint raises concerns about mismanagement or trustee
conduct.

e Health & Safety Executive or Local Authority — if the complaint concerns health and safety
issues.

e Fundraising Regulator — Thorner’s Homes does not undertake public fundraising and is not
regulated by the Fundraising Regulator. If a concern is raised about alleged fundraising
activity, this is the appropriate body to which complaints should be directed, and we will
cooperate with any enquiries.

6. Recording & Monitoring
e All complaints will be logged by the CEO, including actions taken and outcomes.
e An annual report will be provided to Trustees summarising complaints and lessons learned.

7. Review of Policy
This policy will be reviewed every two years or sooner if required by changes in law or regulation.

Approved by: Trustees of Thorner’s Homes CIO
Date: September 2025

Next Review Due: September 2027
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