S'IN SCHOOLS

COMPLAINTS POLICY

About this policy

At Chefs in Schools, we are committed to creating positive relationships with all
our stakeholders and providing a high quality of service. Whether working with
children, schools, suppliers, clients, partners, funders, or the wider community, we
build trust through our actions.

However, there may be times when we don't get it right and this policy sets out
how you can make a complaint and how your complaint will be handled.

We will treat any complaint seriously and aim to resolve complaints promptly and
efficiently. We are committed to learn from any complaints and take action to
improve.

How to make a complaint

You can submit a complaint about Chefs in Schools by email to
hello@chefsinschools.org.uk or in writing to Chefs in Schools, International House, 6
Canterbury Crescent, Brixton, SW9 7QD. You can also make a complaint by email
or by telephone to your normal contact at Chefs in Schools, making it clear that
you are making a formal complaint, rather than informally sharing feedback.

We will acknowledge receipt of your complaint within five working days and will
aim to investigate and deal with your complaint within ten working days. If the
complaint is complex and therefore cannot be dealt with within this time scale,
you will be updated regularly with progress.

What happens next

Your complaint will be investigated by the relevant Head of Department or
Director. You may be asked to provide further information or clarification on the
points made, if appropriate.

You will receive a response from the investigator outlining the outcome of the
investigation together with an apology, if appropriate, and details of any remedial
action that needs to be taken. Our aim will be to resolve complaints at this stage.

Second stage

If you're not happy with the initial response you receive, you should contact us
again and address your concerns to the Chief Executive. The Chief Executive will
review the complaint in consultation with appropriate staff or Trustees, if required.
The Chief Executive will check that the fundamental point of the complaint has
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been addressed and will respond to any outstanding issues raised. A written
response will be sent within ten working days.

If the complaint relates to the Chief Executive, the complaint will be handled by
one of the Co-Chairs of the Board of Trustees and their decision is final.
What to do if you are dissatisfied with our response

Whilst we will make every effort to resolve your complaint in a satisfactory manner,
submitting a complaint to Chefs in Schools does not preclude you also
complaining to a regulator or other authority such as our charity regulator, the
Charity Commission for England and Wales.

Monitoring and review

Chefs in Schools will regularly review our complaints procedures to ensure
compliance with best practice.
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