Friends of the Dales Complaints Procedure 
Purpose
We are committed to high standards in all our work. We take complaints seriously and view them as an opportunity to improve.
What is a complaint?
A complaint is any expression of dissatisfaction about our activities, services, governance, or conduct. This procedure applies to complaints about how we operate. It does not apply to general expressions of disagreement with our campaigning positions, which will be handled as correspondence.
What this procedure does not cover
This procedure does not cover:
· Complaints from staff or volunteers (which are dealt with under separate policies) 
· Contractual or commercial disputes 
· Requests for information 
How to make a complaint
Complaints should be submitted in writing to: fotd.complaints@gmail.com  
Please include:
· Your name and contact details 
· Details of the complaint 
· Any relevant evidence 
You are welcome to indicate how you would like the matter to be resolved.
Anonymous complaints will be considered where possible, but we may not be able to respond.
How we handle complaints
Stage 1 – Initial review
Complaints will normally be acknowledged within 5 working days, and a response will usually be provided within 20 working days. Complaints will normally be handled by the Chief Executive or a relevant staff member.
Stage 2 – Escalation
If you are not satisfied with the response, you may request a review by the Chair of Trustees. The Chair will normally provide a response within 20 working days.
The Chair’s decision represents the final stage of the charity’s internal complaints process.
Serious matters
Where a complaint raises serious concerns (for example relating to safeguarding, financial irregularity, or potential regulatory issues), it will be referred to the Board of Trustees and, where appropriate, considered for reporting to the Charity Commission or other relevant authorities.
Unreasonable or inappropriate complaints
We may choose not to respond to complaints that are abusive, offensive, repetitive, vexatious, or do not relate to our activities. We ask that complainants provide sufficient information to allow us to understand and investigate the issue, and engage reasonably with the process.
Timescales
Where a complaint requires more time to investigate, we will inform you and explain when you can expect a full response.
Confidentiality
We will handle complaints sensitively and in confidence, sharing information only where necessary, except where disclosure is required by law or to protect the charity or others.
Record keeping
We will keep a record of complaints and their outcomes to help improve our work.
External routes
If you remain dissatisfied, you may raise the matter with the Charity Commission for England and Wales, which expects complaints to be addressed by the charity in the first instance.
Review
This procedure will be reviewed by trustees twelve months after adoption, and after that at least once every three years.
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