
 

 
 
 

COMPLIMENTS AND COMPLAINTS POLICY 
 

 

Jigsaw (South East) encourages feedback from our service users, supporters and the public. We 

regularly ask for evaluation feedback on our services to help us to develop services which are 

useful and valued by children, young people and their families. Whether positive or negative, it 

is important for us to hear feedback from our service users.  

Jigsaw (South East) takes all complaints very seriously and is committed to providing a 
professional efficient service for all our services users and employs well trained and dedicated 
staff. Where a complaint is made, we will make sure that the initial complaint is dealt with 
courteously. Where possible the complaint will be dealt with promptly to ensure that it’s resolved 
as quickly as possible. All complaints should be handled in a caring and sensitive way. 

 

Who can give feedback? 
Any family member, person, professional, donor or fundraiser or member of the public can 

provide us with feedback if they would like to do so. 

Compliments and comments about our service 
We are always trying to improve our services to children and young people and the way we 

communicate with them. For this reason, we will often try new things. If you have felt that 

something we have done was a particularly positive experience for you or you would like to 

give some general feedback on it, then we would really welcome that. It is incredibly useful for 

us. In addition to our evaluation process, we welcome verbal feedback or via email on 

info@jigsawsoutheast.org.uk. 

Compliments received will be recorded and shared with relevant staff members. Where 

appropriate, we may use positive feedback to celebrate best practices and improve our 

services. 
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Complaints  
Unfortunately, there may be occasions when we get things wrong. We support a large number 

of children, young people, families and professionals every year and if we get it wrong, we 

would like to know so that we can put things right and take any necessary action.  

Similarly, we are extremely fortunate to have a growing pool of supporters, donors and 

fundraisers who we communicate with. We have policies and procedures in place to ensure 

that our fundraising activities meet the highest standards. We have signed up to the Code of 

Fundraising Practice and are a member of the Fundraising Regulator. If you have any reason to 

complain about our fundraising activities, we would like to know so that we can understand 

what went wrong and how we can improve. 

All complaints should be put in writing (by email or letter) so that we are clear of the precise 

nature of the complaint. All complaints will be fully investigated and taken seriously. 

All complaints will be handled confidentially, in line with our data protection policy and GDPR 

regulations. Your personal information will only be shared with those directly involved in 

investigating and resolving the complaint. 

 

Communicating our complaints policy 
This policy will be available on our website. 

All service users will be made aware how they can provide feedback and/or make a complaint 

when attending our groups and activities. 

 

How do I get in touch to make a complaint? 
Service users, fundraisers or indeed any member of the public can raise a complaint.  

If you are a service user and have a complaint about our service delivery you can: 

• Speak to your named support worker in the first instance, where possible 

• Speak to a member of staff in our Head Office on 01342 313895 

• Email our Charity Director, Zoe Pizzie on ZoePizzie@jigsawsoutheast.org.uk  

• Write to the Charity Director, Zoe Pizzie at Jigsaw (South East), East Court Mansion, 

College Lane, East Grinstead, RH19 3LT. 

If you have a complaint about our fundraising or marketing activities, you can: 

• Speak to a specific member of the team by calling our Head Office on 01342 313895 and 

asking for them by name 

• Email the Charity Director, Zoe Pizzie on ZoePizzie@jigsawsoutheast.org.uk 
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• Write to the Charity Director, Zoe Pizzie at Jigsaw (South East), East Court Mansion, 

College Lane, East Grinstead, RH19 3LT. 

Any other complaints should be directed to info@jigsawsoutheast.org.uk 

 

What will happen to my complaint? 
We will contact you to let you know that we have received your complaint within 5 working 

days and will look to fully respond to you within 14 working days. Initially we will want to 

discuss it with you to ensure that we have fully understood your concerns and what has 

happened. With that information, we will be able to give you details of how your concern will 

be investigated and ask you how you would like us to come back to you once that process is 

complete, i.e. telephone, email or post. 

We will provide a written response to summarise our actions taken. 

In cases where a complaint requires further investigation beyond the standard timeframe, we 

will keep you informed of the progress and provide an estimated resolution date. 

 

What if I am not happy with the answer you give me regarding my 

service complaint? 
We very much hope that we will have been able to address concerns directly. However, If you 
are still dissatisfied, having followed all the stages as above, you can: 
• Email the Chair of Trustees on ceciliahughes@jigsawsoutheast.org.uk 

• Write to the Chair of Trustees Jigsaw (South East), East Court Mansion, College Lane, East 
Grinstead RH19 3LT 

• Make a complaint to the Charity Commission 
https://forms.charitycommission.gov.uk/raising-concerns/ 

 

What if I am not happy with the answer you give me regarding my 

fundraising complaint? 
We very much hope that we will have been able to address concerns directly. However, if you 

do not feel that we have acted according to the Fundraising Code of Practice or that we have 

failed to address your complaint, then you can raise it with the Fundraising Regulator. This can 

be done by: 

• Visiting their website fundraisingregulator.org.uk and clicking on ‘Make a fundraising 

complaint’ 
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• Calling them on 0300 999 3407 and leaving a message with your name and contact 

details. 

• Writing to them at Fundraising Regulator, Eagle House, 167 City Road, London, EC1V 

1AW 

If you are not satisfied with our response to a fundraising complaint, you may first 

request an internal appeal before escalating it to the Fundraising Regulator. 

We review complaints regularly to identify trends, ensure compliance with policies, 

and improve our services. Lessons learned from complaints will be documented 

and used to inform staff training and organisational development. 
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