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Complaint Policy and Procedures
1. Purpose
BRIDGES is committed to maintaining the highest standards of integrity, transparency, and accountability. We value feedback and take all complaints seriously. This policy ensures that concerns are addressed promptly, fairly, and respectfully.

2. Scope
This policy applies to:
· Program participants
· Staff and volunteers
· Donors and partners
· Members of the public
It covers complaints related to:
· Programs and services
· Staff or volunteer conduct
· Accessibility and inclusion
· Discrimination or harassment
· Financial, ethical, or governance concerns
· Any other matter where someone feels the organization has not met its standards

3. Guiding Principles
· Respect: All complainants will be treated with dignity and fairness.
· Accessibility: Complaints may be submitted verbally, in writing, or anonymously.
· Confidentiality: Complaints will be handled with sensitivity and shared only with those who need to know.
· Non-retaliation: Individuals who submit complaints in good faith will not face retaliation.
· Timeliness: Complaints will be acknowledged and addressed within reasonable timeframes.

4. Procedure for Submitting Complaints
1. Submission Methods
· Complete the Complaint Form (available online on our website)
· Email: [info@bridgesrc.org]
· Phone: [845-624-1366]
· Mail: [2290 Palisades Center Drive, West Nyack, NY 10994]
· Verbal complaints to staff may be documented by staff on the Complaint Form
2. Information to Include
· Date, time, and location of the issue
· Individuals involved (if known)
· Description of concern
· Supporting documents or evidence (if available)
· Desired resolution (optional)

5. Complaint Handling Process
1. Acknowledgement
· All written complaints will be acknowledged within 5 business days.
2. Review and Assignment
· Complaints will be logged in the Complaint Register.
· Assigned to the appropriate manager or designated staff for investigation.
· If the complaint involves senior staff or the Executive Director, it will be referred directly to the Board of Directors.
3. Investigation
· Gather facts through interviews, document review, or other methods.
· Maintain confidentiality throughout the process.
4. Resolution
· A written response will be provided to the complainant (if contact information is available) within 30 days or an update given if more time is needed.
· Possible outcomes may include corrective action, training, policy changes, or dismissal of the complaint if unfounded.
5. Appeal
· If the complainant is not satisfied, they may appeal in writing to the Executive Director or Board of Directors within 15 days of the resolution notice.
· The appeal will be reviewed, and a final decision provided within 30 days.

6. Record Keeping
· All complaints and resolutions will be documented in the Complaint Register.
· Records will be kept for a minimum of 7 years.
· Annual summaries will be reviewed by leadership/Board to identify patterns and improvements.

7. Policy Review
This policy will be reviewed every two years (or sooner if required) to ensure effectiveness and compliance with legal or regulatory standards.
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