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Complaints Procedure
1. Purpose
Arbroath Town Board is a small community charity committed to supporting our local community with integrity, care, and transparency. We welcome feedback and take complaints seriously, as they help us improve our activities and maintain public trust.
This procedure explains how complaints can be raised and how we will deal with them fairly, proportionately, and in line with good governance as expected by the Office of the Scottish Charity Regulator (OSCR).
2. Scope
This procedure covers complaints about:
· Services or activities provided by the charity
· The behaviour or conduct of staff or volunteers
· Fundraising activities or communications
· Decisions made by the charity
· How the charity operates or uses its funds
This procedure does not cover:
· Safeguarding concerns (these are managed under our Safeguarding Policy)
· Complaints from staff or volunteers about internal matters (covered by separate policies)
3. What Is a Complaint?
A complaint is an expression of dissatisfaction, whether justified or not, about the charity’s work, actions, or standards of service, where a response is expected.
4. Who Can Make a Complaint
Complaints may be made by:
· People who use our services
· Beneficiaries and their representatives
· Volunteers
· Donors or fundraisers
· Members of the local community or public
Complaints can be made directly or through an authorised representative.
5. How to Make a Complaint
Complaints can be made by:
· Email: info@arbroathtownboard.co.uk
· Telephone: 07956052482
· In writing: Old and Abbey Parish Church, West Abbey Street, Arbroath DD11 5SF.
· In person: by speaking to a trustee, staff member, or volunteer
To help us look into the matter, we encourage complainants to include:
· Their name and contact details
· A clear description of what went wrong
· When and where the issue occurred
· What outcome they are hoping for
We will consider anonymous complaints where there is enough information to do so.
6. Acknowledgement
· We will acknowledge complaints within 5 working days of receiving them.
· The acknowledgement will confirm who is dealing with the complaint and explain what will happen next.
As a small charity, timescales may sometimes be affected by volunteer availability, but we will always aim to keep complainants informed.
7. Investigation
· Complaints will be considered fairly, sensitively, and in a proportionate way.
· The person handling the complaint may speak to relevant staff, volunteers, or trustees and review any relevant records.
· Everyone involved will be treated respectfully and confidentially.
If we need more information from the complainant, we will contact them.
8. Response
· We aim to provide a full response within 20 working days of acknowledging the complaint.
· If the issue is complex and needs more time, we will explain why and provide an updated timescale.
Our response will explain:
· What we found
· Any actions we have taken or plan to take
· An apology where something has gone wrong
· How to appeal or escalate the complaint if the complainant is not satisfied
9. Outcomes and Learning
Where a complaint is upheld, we may:
· Apologise
· Take steps to put things right
· Review or improve how we work
· Update policies or provide additional guidance to volunteers or trustees
We use complaints as an opportunity to learn and improve our work in the community.
10. Escalation
If the complainant is not satisfied with the initial response, they may ask for the complaint to be reviewed by:
· A different trustee, or
· The Chair of the Board of Trustees, where appropriate
· Angus Council
Requests for escalation should be made within 14 days of receiving the response.
We aim to complete the review and reply within 15 working days.
11. Trustees and OSCR
If a complaint raises concerns about:
· Serious mismanagement
· Governance or trustee duties
· The charity acting outside its purposes
and it cannot be resolved internally, the matter may be referred to the Board of Trustees.
Complainants may also contact the Office of the Scottish Charity Regulator (OSCR) once the charity’s complaints process has been completed. OSCR does not usually investigate complaints until this process has been followed.
12. Confidentiality and Data Protection
Complaints are handled confidentially and in line with data protection law. Information is shared only where necessary to investigate and respond to the complaint.
13. Accessibility and Fairness
We aim to make it easy for everyone to raise a complaint.
We can:
· Accept complaints verbally or in writing
· Provide help with communication needs
· Make reasonable adjustments where required
No one will be treated unfairly for raising a complaint.
14. Recording and Review
· All complaints are logged by the charity.
· All complaints will be reported monthly at the ATB and to Angus council
· Any learning or themes are shared with the trustees.
· This procedure is reviewed regularly to ensure it remains suitable for a small community charity and meets OSCR expectations.

