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Complaints Policy

Purpose

This policy ensures that anyone interacting with the organisation feels their feedback or complaint is
taken seriously and handled promptly, fairly, and respectfully. Complaints provide valuable insight
to improve services and strengthen relationships.

Scope
This procedure applies to beneficiaries, service users, partners, and third parties engaging with the
organisation.

What is Covered
Complaints about services, staff, volunteers, or organisational practices. Feedback received
through any channel (email, phone, social media, in person).

Principles

- Complaints will be acknowledged promptly.

- Investigations will be fair, impartial, and confidential.

- Resolutions will be communicated clearly and within agreed timescales.

Procedure

Stage 1: Record the Complaint

- Complete the Complaints Form (see template below).

- Log the complaint with date and complainant details.

- Refer complainants to the published complaints procedure.

Stage 2: Initial Handling
- Assign to the relevant manager for review.
- Attempt resolution and document actions taken.

Stage 3: Reporting
- Notify the designated complaints lead of the proposed resolution.
- Follow up with the complainant to confirm satisfaction.

Stage 4: Closure
- If resolved, close and file the complaint.
- If unresolved, escalate for further review.

Timescale
Aim to resolve complaints within five working days. For complex cases, provide regular updates until
resolution.
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Escalation
If a complaint cannot be resolved internally or involves serious concerns (e.g., safeguarding,
financial misconduct), it should be escalated to external regulators.

Examples:
- Charity Commission: https://www.gov.uk/complain-about-charity

- Fundraising Regulator: https://www.fundraisingregulator.org.uk

- Information Commissioner’s Office (for data protection issues): https://ico.org.uk

Trustees should be informed of all escalated complaints and ensure compliance with reporting
obligations.

Complaints Form Template
Part 1: Complainant Details
- Name, organisation, contact details, date received, method received.

Part 2: Details of Complaint
- Full description of the issue.

Part 3: Resolution
- Actions taken and outcome.

Best Practice Tips

- Publish your complaints procedure on your website.

- Train staff and volunteers on handling complaints.

- Review complaints regularly to identify trends and improvements.

Useful UK Resources
- Charity Commission: https://www.gov.uk/complain-about-charity

- NCVO Guidance: https://knowhow.ncvo.org.uk

- Directory of Social Change: https://www.dsc.org.uk/complaints-procedure/
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