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November, 2014, version 1.0
Complaint Policy 
To deliver consistent, high-quality and accountable responses to complaints, JFLT has the following procedures in place:
External Complaints

Loan Application Appeals
While JFLT strives to be fair and objective in all of its loan decisions, there may be instances when a client feels that the wrong decision has been made. In circumstances such as these, the applicant is welcome to make a formal appeal to the Loan Committee.  The Loan Committee is made up of board members and volunteers.
This appeal, which must be in writing, should contain: 
· The reason(s) the client feels the decision was incorrect
· The desired outcome
·  A request for a new interview, if so desired.
All appeals will be formally acknowledged within five business day and presented to the Committee at the loan meeting convened closest to the date the complaint was received. The complainant will be notified of the Committee’s decision the day after the meeting.
The decision made after the Committee review is final.  However, the client is free to submit a new loan application three months after the original review.

General Client Complaints

JFLT staff and volunteers are expected to conduct themselves with professionalism and compassion. Should clients feel that they have not been treated fairly, they should contact the Executive Director. The Executive Director will review and investigate the matter. Should the complaint involve the Executive Director, it can be addressed to the President.
Complaints, which need not be in writing, should include:
·  Description of incident including time and place
·  Person/s involved

· Action request, if so desired  
All complaints will be acknowledged within three business days.

Internal Complaints
Staff and Volunteer Complaints 
JFLT’s goal is to have a harmonious, respectful and productive work environment. This environment must be supported by employees, volunteers and others who work for or with JFLT.
Should an employee or volunteer have a concern, he/she is encouraged to discuss it in a factual manner with the person who is most immediately involved. This informal process may resolve many issues. If the matter is not resolved, the individual is welcome to make a formal complaint.
Formal complaints shall be lodged as follows:

· Staff members should direct any complaint to the Executive Director. If the complaint involves the Executive Director, it should be directed to the President.

· The Executive Director should direct any complaint to the President. If the complaint involves the President, it should be directed to the Chair of the Board.

· Volunteers should direct any complaint to the President. If the complaint involves the President, it should be directed to the Chair of the Board.

Complaints presented to the Executive Director will be resolved by the Executive Director. If this is not satisfactory, complainants can bring the complaint to the President for appeal or review.  This decision will be final. Complaints presented to the President or Chair of the Board of Directors will be resolved by the President or Chair in conjunction with the Executive Committee. The President will recuse him/her self from the Executive Committee should he/she be directly implicated. 
The complaint should include sufficient details such that a formal investigation can be conducted.  A response will be given within 30 business days unless otherwise specified.
Questions from JFLT Members or Stakeholders
JFLT strives to be open and accountable to its members and stakeholders. Questions and /or complaints should be directed to the Executive Director or President. A response for simple queries will be given within 10 ten business days. Complex requests, such as those requiring discussion at the executive committee or board level, will take longer, but never more than three months from date of receipt.


