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COMPLAINTS POLICY 
 
Background to and aims of policy 
 
Lockleaze Neighbourhood Trust aims that all users of the Hub, and all people who come 
into contact with the Trust in any way will have an enjoyable and positive experience. 
However, the Trust recognises that occasionally this may not be the case and that there 
may be occasions when an issue cannot be resolved through informal means. 
 
The purpose of this Complaints Procedure is to address, and if possible, resolve centre 
users’ dissatisfaction with the service provided or treatment while making use of the centre. 
This policy lays out the Trust’s procedure for dealing with any formal complaints made, 
whether verbal or written, regarding any aspect of the Trust’s business. 
 
Complaints procedure 
 
1) When a user indicates he/she wishes to complain about the Trust’s service he/she 

should be given a copy of the Complaints Procedure Form (stored in the policies file in 
the front office) to complete. 

 
2) The Complainant will be offered an appointment; 

a) With the Chief Executive or Operations Manager and a Trustee as soon as possible.  
b) Any complaint which may lead to an insurance claim will be immediately referred to 

the Trustees and is not covered by this procedure. 
c) The meeting with the Chief Executive/Operations Manager should be held within 5 

working days of the complaint being received if possible and in any case within 10 
working days.  At this meeting the Complainant should complete a Complaints Form 
(if he/she has not already done so).  Alternatively the Chief Executive/Operations 
Manager/Trustee or an independent person should complete the Form with the 
approval and agreement of the complainant who should then sign the Form. 

d) Following this meeting the Chief Executive/Operations Manager/Trustee will 
investigate the complaint and report the findings to the Trustees within 5 working 
days of the meeting if possible and in any case within 10 working days.  

 
If the complaint is about the Chief Executive, Direction 2 should be omitted. 
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3) The Trustees are responsible for hearing complaints against the Trust; 
 

a) The Trustees will meet (either in person or virtually by email/telephone) within 14 
working days of receiving the complaint to discuss the matter and make any 
necessary arrangements e.g. meeting with the complainant and/or staff involved. 

b) The Chair of the Trust will then write to the complainant (within one calendar month 
from the date of receipt of the complaint) giving details of the Trustees’ findings, an 
explanation of their decision and whether the complaint is upheld in full or in part. 

c) The Trustees’ decision is final and the complainant has no right of appeal. 
 
A record of all Formal Complaints will be kept in an appropriate and secure file at the Hub. 
 
4)   Response to complaints: 
 

a) If the Trustees’ decision is such that the complaint is upheld in full or in part, redress 
will be offered to the complainant. 

b) In deciding the level of redress the Trustees must make their own determination 
given the facts of each case and the level of dissatisfaction, loss or inconvenience 
incurred by the complainant. 

 
Options Include: 
 

i) A written apology from the Trustees. 
ii) An agreement to consider developing and/or improving policies or procedures 

where these appear to be at fault. 
 
5)   Where a member of staff is found to have breached their terms and conditions of 
employment and this contributed to the matter which gave rise to the complaint,                             
the Trustees reserve the right to invoke the disciplinary procedure.  This will be treated as a 
separate matter from the complaint because the objectives of the     Disciplinary Procedure 
are different to those of the Complaints Procedure.  
 
Disciplining a member of staff can therefore never constitute redress in respect of an 
upheld complaint. 


