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Subject: Complaints Procedure
Introduction

This leaflet aims to help you understand our complaints procedure.  We welcome complaints, comments and suggestions, as these can help us improve our services for everyone.  If you work for, or are involved with, a charity or voluntary group, making a complaint will not affect your chances of receiving a grant from us.

What sort of complaints are we talking about?

If you think we have failed to provide a satisfactory standard of service, please let us know.  Your complaint might be about delays, discourtesy or mistakes, or you might find our application process difficult to understand. 

We are committed to equal opportunities and take complaints about discrimination seriously.
Inevitably many organisations are disappointed because we have rejected their application for funding.  Please do not complain about that. 

The complaints procedure is not an appeals system against properly reached grant 
making decisions.

Who will deal with your complaint?

Your complaint will normally be handled by the Chief Executive or Chair of Trustees depending on the subject of your complaint. 

How to make a complaint

Your complaint should be made in writing or by e-mail, or you can make a tape or a permanent format appropriate to meet your needs and send it to us. We will note complaints by phone call but we will only respond to complaints made in an appropriate format as described above.  With any complaint you must provide your full name and address.  Our contact details are given at the top of this leaflet.
We will treat every complaint appropriately, and we will treat everyone who complains with courtesy and respect. 

Help us to put things right

It is easier to put things right if you are clear about why you are not satisfied and what action you would like us to take.  If you are unhappy with something we have done, it is a good idea to keep a record of any contact you have had with us – make a note of phone calls and keep copies of letters.

When will you hear from us?

We will acknowledge receipt of your complaint within 5 working days. 

In most cases you will receive a full written reply to your complaint from the Chief Executive within 21 working days.  If we cannot give a full reply in this time, we will write to tell you why and let you know what we are doing to deal with your complaint.

If the complaint is complex, we aim to let you have a full reply within two months.

If you are not satisfied with our reply to your complaint, you can ask the Board of Trustees to review it.  They can only look at complaints that have been considered first by the people named above.


How are complaints monitored?

Our Trustee Directors will receive a report of complaints and the way they have been dealt with.  We will study all complaints and use them to help improve our services.


Further comments and suggestions

We are interested in all comments and suggestions, so if there is anything we have handled well or which has impressed you, please let us know.

[image: image2.jpg]



NORTHAMPTONSHIRE COMMUNITY FOUNDATION

Complaints Form

You can use this form to make your complaint – but if you prefer you can write a letter, send an email or tape.
Date: 

Name:


Address:


Reference Number of application (if appropriate):

Has your organisation applied for or received a grant from us? 

Yes 
No

Tell us about your complaint, clearly outlining: 

1. Why you are not satisfied. 

2. What you want us to do to put things right.

Who did you deal with?

Have you tried to resolve your complaint by contacting us before? 

Yes 
No


If ‘yes’, when?

How?

Can you suggest improvements in our methods that would overcome the problem(s) you have identified?

Any other comments?
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