All Set cross-cultural Project
Complaints Procedure

The All Set Project aims to provide high quality service to all individuals attending our FastTrad programme plus at our community programmes. We are committed to providing a high standard of service and to continuously improving and extending what we can offer.

However, we recognise that there may be occasions when things go wrong. It is important that you tell us when this happens as soon as possible so that we can deal speedily with the issues you have raised. We welcome all feedback; it really does help us to improve the quality of our work.

The All Set Project Board and staff will do everything they can to ensure that issues are resolved to the satisfaction of all parties involved and appropriate actions are agreed to put things right, this may include reviewing policies and procedures to stop problems reoccurring.


Complaints Procedure:

If you have a complaint or concerned about any of our services, we will endeavour to deal with the matter quickly and effectively. 

As a first step, you should contact any member of staff or tutor at FastTrad who will take a note of your complaint and see if the problem can be resolved informally to your satisfaction, this may involve talking to other members and staff.
The Project Manager will be informed and you should get a verbal response within seven days.

If you are not happy with the response, you can make a Formal Complaint.  please follow the steps outlined below:

Formal Complaints Procedure:

All formal complaints should be dated and made by email or in writing to the Chair of the Board or a designated contact person (Contact details below). Clearly state what the complaint is, with a timeline if appropriate, and how you feel it can be resolved, Your complaint will be acknowledged by phone, email or writing as soon as possible and no later than seven days from the date of receipt of the complaint.

The Chair or designated person will investigate the issues raised, this may take some time depending on circumstances, the investigation may involve meeting with you and other parties.
Once the investigation has commenced a response will be issued within 14 days, you will be informed of any delays and extension of the investigation period. The full response will be in writing or email. 

If you do not feel that the response is acceptable to you, you have the right to ask for your complaint to be referred to a complaints panel. The panel consists of the Secretary of the All Set Project and two members of the Board. You will be advised of the date the panel meets and you may attend the meeting to make representation. You may also bring someone with you if you wish for personal support. Following your meeting, the panel may wish to meet other parties also. All meetings will be recorded. 
You will be notified of the panel’s decision within Ten days of its meeting with you and their decision is final. 


All Set Project paid up members are entitled to raise issues solely in relation to the Management and Administration of the organisation at an Annual General Meeting.  Our AGMs are held between Jan-Mar.  

Please contact the Chair in writing at least 30 days before the advertised date of the meeting, the Chair will advise if the issue is appropriate to be raised at the AGM or should go through the Formal Grievance Procedure If it is appropriate to be raised, it will be added to the AGM Agenda under Any Other Business and recorded accordingly.

NB. All Sets board members are volunteers, and their privacy and time should be respected at all times.


Contact the Chair:
(Soley By post)
Connor Moore
59 Bluestone Rd.
Lurgan
Co.Armagh
BT66 8RX


Contact the Designated Contact Person
(Soley By post or email)
Aisling Murphy
50 Brannock Meadows
Poyntzpass
BT35 6UD
allset@btinternet.com











