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Concerns and
Complaints Procedure
A fair, accessible and compassionate way to raise concerns and help us put things right.
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	Our commitment: People will be listened to, treated with dignity and given a fair response. Raising a concern in good faith will not affect a person's right to be welcomed or supported by Sober Crowd.



1. Purpose
Sober Crowd CIC aims to create welcoming, respectful and safe alcohol-free spaces. We recognise that concerns can arise and that people need a clear, accessible way to tell us when something has gone wrong.
This procedure explains how concerns and complaints can be raised, considered and reviewed. It is intended to:
· resolve concerns as early and constructively as possible;
· provide a fair process for everyone involved;
· identify safeguarding, discrimination, safety or other serious issues promptly;
· put things right where we can;
· learn from feedback and improve Sober Crowd's practice; and
· protect people from retaliation or victimisation for raising a concern in good faith.
2. Scope
This procedure may be used by participants, community members, volunteers, visitors, partners, contractors or members of the public who wish to complain about:
· a Sober Crowd meeting, event, activity, trip, workshop or webinar;
· conduct in a Sober Crowd Facebook group, WhatsApp community, Zoom meeting or other online space;
· the conduct of a director, employee, volunteer, host, administrator, contractor or person representing Sober Crowd;
· accessibility, discrimination, harassment, dignity, confidentiality or inclusion;
· a decision about participation, membership, volunteering or access to an activity;
· the way a previous concern was handled; or
· another service, action or omission for which Sober Crowd is responsible.
A person does not need to use legal language or know whether something amounts to discrimination, harassment, a safeguarding issue or another type of wrongdoing. Sober Crowd will consider the substance of what is reported and route it appropriately.
3. Matters handled under another process
Some matters need to be handled under a different or additional procedure:
· Immediate danger or a medical emergency: call 999. Sober Crowd is not an emergency, detoxification or clinical treatment service.
· Safeguarding concerns: these will be referred promptly under Sober Crowd's safeguarding arrangements. The complaints process may be paused or adapted so it does not compromise safeguarding action or an external investigation.
· Employee grievances or disciplinary matters: these will normally be handled under the relevant employment procedure, with appropriate information given to the complainant where possible.
· Whistleblowing: a worker reporting suspected wrongdoing in the public interest may have legal protection and should be directed to Sober Crowd's whistleblowing arrangements or an appropriate prescribed person.
· Data-protection complaints: these may be submitted through this procedure, but will also be handled in accordance with data-protection law and Sober Crowd's Privacy Policy.
· Criminal conduct or serious threats: Sober Crowd may contact the police or another appropriate authority where necessary and lawful.
	Important: Using this procedure does not prevent anyone from seeking independent advice, contacting a regulator or authority, or using another legal remedy. It does not extend or pause any external legal time limit.



4. Principles for handling concerns
Sober Crowd will apply the following principles:
· Accessibility: we will offer reasonable adjustments and accept concerns in a suitable format where reasonably possible.
· Respect and dignity: all parties will be treated courteously and without blame being assumed at the outset.
· Fairness: relevant people will have a reasonable opportunity to provide information and respond to significant allegations.
· Impartiality: conflicts of interest will be identified and managed. A person complained about will not decide the complaint or its review.
· Proportionality: the depth and formality of the response will reflect the seriousness, complexity and risk involved.
· Confidentiality: information will be shared only with those who reasonably need it. Absolute confidentiality cannot be promised.
· Promptness: we will act without unreasonable delay and keep the complainant informed if timescales change.
· Safety: immediate risks, safeguarding needs and the wellbeing of those involved will be considered throughout.
· No retaliation: victimisation, intimidation or disadvantage because someone raised or supported a concern in good faith will not be accepted.
5. Who can raise a concern
A concern may be raised by the person affected, a witness, or someone acting on another person's behalf with their knowledge and agreement. Sober Crowd may ask for evidence of authority where someone is representing another adult.
Anonymous concerns will be considered, particularly where they raise safety, safeguarding or serious misconduct issues. However, anonymity may limit the enquiries we can make, the fairness of putting an allegation to another person, and the detail we can provide about an outcome.
A person may ask for their identity to be kept confidential. We will make reasonable efforts to respect that request, but may need to disclose relevant information to investigate fairly, protect someone from harm, comply with law or involve an appropriate authority. We will explain this wherever reasonably possible.
6. How to raise a concern
Concerns can be raised verbally or in writing. They may be given to a meeting host or local administrator for an immediate, low-level matter, or sent to Sober Crowd's designated complaints contact.
	Contact details to complete before approval: Primary complaints contact: Jenny Graham, info@sobercrowd.co.uk   Alternative contact where the complaint concerns the primary contact: TBC. Safeguarding contact: Jenny Graham, info@sobercrowd.co.uk




It is helpful, but not essential, to include:
· the complainant's name and preferred contact method;
· what happened, including relevant dates, places or online spaces;
· who was involved and whether there were witnesses;
· any messages, screenshots, documents or other available information;
· how the person was affected;
· whether there is an immediate safety, accessibility or safeguarding concern;
· what has already been done to try to resolve the matter; and
· what outcome or response the person is seeking.
A lack of documents or witnesses will not prevent a concern from being raised. People should preserve relevant evidence where safe to do so and must not obtain evidence by harassing another person, breaching confidentiality or unlawfully accessing an account or device.
7. Support and reasonable adjustments
A person may ask for help to explain or submit their concern. Reasonable adjustments may include accepting a voice note, telephone account or assisted written statement; providing information in an accessible format; allowing additional time; using captions; or arranging an appropriate support person.
A complainant, witness or person responding to a complaint may be accompanied at a meeting by a supporter, subject to confidentiality and reasonable conduct expectations. The supporter may provide reassurance, take notes and help the person communicate, but should not answer every question on their behalf unless this has been agreed as an adjustment.
Meetings must not be recorded unless Sober Crowd has agreed this in advance and any necessary data-protection and consent requirements have been addressed. Sober Crowd will normally keep its own written note and may invite the person to identify material inaccuracies.
8. Stage 1 - Early or informal resolution
Where the matter is suitable and the person raising it agrees, Sober Crowd may try to resolve it promptly and informally. This might involve clarification, correcting information, an apology, practical action, setting a boundary, reminding someone of expectations, or a facilitated conversation.
Informal resolution will not normally be used as the only response where the concern involves serious harassment, violence, coercion, exploitation, significant safeguarding risk, repeated misconduct, a substantial power imbalance, or where a person does not feel safe to take part.
A restorative or facilitated conversation will be used only where it is safe, appropriate and freely agreed. Nobody will be pressured to meet or communicate directly with the person whose conduct they have reported.
If the concern is resolved informally, Sober Crowd will make a proportionate record of the issue, agreed action and any learning. If it cannot be resolved, the person may request formal consideration under Stage 2.
9. Stage 2 - Formal complaint
9.1 Acknowledgement and initial assessment
Sober Crowd will normally acknowledge a formal complaint within five working days. The acknowledgement will identify a contact person and, where possible, explain the next steps.
An initial assessment will consider:
· whether the matter is within this procedure;
· whether immediate safety, safeguarding or interim action is required;
· whether another procedure or external referral is more appropriate;
· whether the issues and requested outcome are sufficiently clear;
· who should consider or investigate the complaint; and
· any conflicts of interest or reasonable adjustments.
9.2 Investigator or decision-maker
The complaint will be assigned to a person with sufficient independence, competence and authority. This may be an uninvolved director, senior volunteer or appropriately appointed external person. Where a complaint concerns a director, that director will not investigate, decide or review it.
If the complaint concerns the Chair, a majority of the Board, the whole Board, or a matter where adequate internal independence is not possible, the remaining uninvolved directors should consider appointing an appropriate external person to investigate or review the complaint.
9.3 Enquiries and evidence
The investigator will decide what enquiries are proportionate. They may speak with the complainant, the person complained about and relevant witnesses; review messages, documents or records; and seek specialist advice where appropriate.
The person complained about will normally be told the substance of significant allegations and given a fair opportunity to respond. Information may be withheld or summarised where necessary to protect a person, comply with law or avoid compromising safeguarding or another investigation, provided the process remains as fair as reasonably possible.
The decision will be made on the balance of probabilities: whether, based on the available information, it is more likely than not that the matter occurred as alleged. This is not the criminal standard of proof.
9.4 Timescale and communication
Sober Crowd will aim to provide a formal written outcome within twenty working days of receiving a sufficiently clear formal complaint. Complex cases, absence, safeguarding action or reliance on external information may take longer. If so, we will explain the reason, provide a revised timescale and give appropriate progress updates.
10. Interim and protective action
Sober Crowd may take proportionate interim action while a concern is assessed. This may include changing a host or administrator, limiting contact, adjusting access to an online group, altering attendance arrangements, pausing a volunteer role or temporarily suspending participation.
Interim action is precautionary. It is not a finding that the complaint is true and should be reviewed as circumstances change. Decisions will consider safety, fairness, confidentiality, the effect on others and whether a less restrictive step would be sufficient.
11. Outcomes and remedies
The written outcome will normally explain the issues considered, the process followed, the conclusion on each central issue, the reasons in sufficient detail, any action the complainant needs to know about, and how to request a review.
A complaint may be upheld, partly upheld, not upheld, inconclusive because there is insufficient reliable information, or redirected to another process. Not upheld does not necessarily mean that the complaint was made dishonestly or without a reasonable basis.
Depending on the circumstances, action may include:
· an explanation, correction, acknowledgement or apology;
· practical action to provide access or put something right;
· changes to communication, procedures, risk controls or group administration;
· guidance, supervision, training or clearer boundaries;
· a warning or performance action;
· removal of a volunteer, host or administrator role;
· conditions, suspension or removal from a Sober Crowd space or activity;
· ending a contract or working arrangement;
· referral under safeguarding, employment, data-protection or whistleblowing procedures;
· contact with an insurer, professional adviser, regulator, police or another authority where appropriate; and
· organisation-wide learning without unnecessarily identifying individuals.
Confidentiality may mean that Sober Crowd cannot tell the complainant every detail of action taken in relation to another person. We will nevertheless provide as meaningful an outcome as we reasonably can.
12. Stage 3 - Review
A complainant may request a review within ten working days of receiving the formal outcome. A person directly subject to a significant adverse finding may also request a review where fairness requires it.
A review is not normally a complete reinvestigation. The request should explain one or more of the following grounds:
· a material part of the procedure was not followed;
· the decision was one that could not reasonably be reached on the available information;
· relevant new information has become available that could not reasonably have been provided earlier;
· there was a material conflict of interest or lack of impartiality; or
· the proposed action is clearly disproportionate.
The review will be conducted by someone not previously responsible for the outcome and, where reasonably possible, more senior or independent. Sober Crowd will normally acknowledge the request within five working days and aim to issue a final review decision within twenty working days. If more time is needed, the person will be told why and given a revised timescale.
The reviewer may confirm the decision, change it, require further enquiries, substitute a different outcome or return the matter for reconsideration. The review decision is the final stage of Sober Crowd's internal procedure.
13. Data-protection complaints
A complaint that Sober Crowd has mishandled personal information may be submitted to the complaints contact or the privacy contact stated in Sober Crowd's Privacy Policy. Sober Crowd will acknowledge a data-protection complaint within thirty days at the latest, take appropriate steps without undue delay, keep the complainant informed and communicate the outcome without undue delay. Our general five-working-day acknowledgement target is intended to meet this requirement sooner.
A person may also complain to the Information Commissioner's Office. Current contact details should be taken from https://ico.org.uk/make-a-complaint/. Sober Crowd's response will explain this right where relevant.
14. Complaints involving discrimination, harassment or victimisation
Complaints relating to equality, discrimination, harassment, sexual harassment or victimisation will be considered alongside Sober Crowd's Equality, Diversity, Inclusion and Dignity Policy. Appropriate care will be taken to avoid retaliation and to treat the complainant, witnesses and person complained about fairly and sensitively.
Internal consideration does not suspend any time limit for seeking legal advice or bringing an external claim. Sober Crowd cannot advise an individual about limitation periods or legal rights.
15. Unacceptable conduct in using the procedure
Sober Crowd will not reject or restrict a complaint merely because it is persistent, strongly expressed, difficult or critical. People may be distressed and may need reasonable adjustments or support.
However, we may set proportionate communication arrangements where conduct becomes abusive, threatening, discriminatory, repeatedly harassing, excessively repetitive after a final response, or places unreasonable demands that materially interfere with our ability to operate. Any restriction will focus on the conduct rather than the person, be explained with reasons, be no broader than necessary and be reviewed after an appropriate period.
A complaint found not to be upheld will not, by itself, be treated as malicious. Deliberately false allegations, fabrication of evidence or retaliation may be addressed separately where supported by reliable information.
16. Confidentiality, records and data protection
Complaint information may include sensitive personal information. Sober Crowd will collect only what is reasonably needed, restrict access, store records securely and use the information for legitimate complaint handling, safeguarding, legal, insurance and organisational-learning purposes in accordance with its Privacy Policy.
Formal complaint records will normally be retained in line with Sober Crowd's approved retention schedule. The schedule should specify a standard period and any longer period needed for safeguarding, legal, insurance or regulatory reasons. Anonymous or aggregated learning may be retained without identifying individuals.
Participants must not circulate complaint correspondence, evidence or meeting notes beyond those who reasonably need the information. This does not prevent a person from obtaining confidential support, legal advice, representation or contacting an appropriate authority.
17. Governance, monitoring and learning
The Board is responsible for ensuring that this procedure is implemented, that suitable reporting routes exist and that conflicts of interest are managed. The Board should receive proportionate, normally anonymised information about the number and themes of complaints, timeliness, outcomes, repeat issues, access barriers and improvements made.
Sober Crowd will not use complaint monitoring to identify or profile people unnecessarily. Learning will be shared in a way that protects privacy and does not expose a person's sobriety, health or other sensitive information.
18. Related documents
· Equality, Diversity, Inclusion and Dignity Policy;
· Community Code of Conduct (to be developed with reference to relevant CLERO guidance);
· Safeguarding Policy and procedures;
· Privacy Policy;
· relevant employment, health and safety and data-retention procedures.
19. Review and approval
The Directors will review this procedure at least every two years and sooner if there is a significant change in law, Sober Crowd's activities, relevant guidance or learning from complaints or incidents.
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Appendix A: Complaint pathway at a glance
	1. Raise the concern
	Verbally or in writing; identify any immediate safety or adjustment needs.

	2. Acknowledge
	Normally within 5 working days; confirm contact and next steps.

	3. Assess and protect
	Check scope, safeguarding, conflicts, interim action and suitable route.

	4. Resolve or investigate
	Use informal resolution only where suitable and agreed; otherwise make proportionate enquiries.

	5. Formal outcome
	Aim for a written outcome within 20 working days; explain delays and provide updates.

	6. Review
	Request within 10 working days; final review outcome normally within 20 working days.

	7. Learn
	Record proportionately, protect privacy and make improvements.


Appendix B: Suggested complaint record
	•  Date received and acknowledgement date
	•  Complainant and preferred contact method

	•  Summary of concern and desired outcome
	•  Immediate safety, safeguarding or accessibility needs

	•  People involved and relevant evidence
	•  Assigned handler and conflicts-of-interest check

	•  Procedure used and key actions
	•  Progress updates and revised timescale, if any

	•  Outcome, reasons and actions
	•  Review, final decision, learning and retention/deletion date
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