Complaints Procedure – Public Summary
Our Arbroath is a small community charity. We aim to provide a respectful, inclusive, and supportive service. We welcome feedback and take complaints seriously, as they help us improve our work and remain accountable to our community.
What is a complaint?
A complaint is when someone tells us they are unhappy with something we have done, how we have behaved, or how our services or activities have been delivered, and they would like a response.
Who can complain?
Anyone can raise a complaint, including:
· People who use our services
· Beneficiaries or their representatives
· Volunteers
· Donors or fundraisers
· Members of the public
How to make a complaint
You can contact us in any of the following ways:
· Email: [insert email address]
· Telephone: [insert phone number]
· Post: [insert postal address]
· In person: by speaking to a trustee, staff member, or volunteer
Please tell us:
· What the problem is
· When it happened
· Who was involved (if known)
· What outcome you are hoping for
You can ask someone to complain on your behalf if you prefer.
What will happen next?
· We will acknowledge your complaint within 5 working days.
· We will look into the issue fairly and sensitively.
· We aim to provide a full response within 20 working days.
As a small charity, some of our work is carried out by volunteers. If a complaint takes longer to resolve, we will let you know and explain why.
Learning and improvement
If we get something wrong, we will apologise and explain what we are doing to put things right. We use complaints to learn and improve our services.
If you are not happy with our response
If you are not satisfied, you can ask for your complaint to be reviewed by:
· A different trustee, or
· The Chair of the Board of Trustees
Please do this within 14 days of receiving our response.
Contacting OSCR
If you believe your complaint involves serious governance or management concerns and it cannot be resolved with us, you may contact the Office of the Scottish Charity Regulator (OSCR). OSCR usually expects you to have completed the charity’s complaints process first.
Confidentiality and accessibility
All complaints are handled confidentially and in line with data protection law. We will make reasonable adjustments to support anyone who needs help to raise a complaint.
