
 
 

 

Complaints Policy & Procedure 
 
Introduction 
 
This policy outlines the likely areas where complaints may be received by Buttle UK and the 
procedure by which they should be resolved. The aim of this policy is to assist staff in 
dealing with complaints by third parties, to outline the procedure when they need to be 
escalated to Senior Management and also a means of monitoring our work and how it may 
be improved.  
 
 
Category of Complaints 
 
The following types of complaints may be received: 
 

1. Complaints from referrers/agencies and/or beneficiaries where grant applications 
have been refused or possibly, the low value of grant that has been awarded. 
Complainants should be informed that there is no appeals basis in place for these 
types of complaints. 

2. Complaints about the way the Charity has conducted its affairs generally in any part 
of the organisation 

3. Complaints in relation to a third party acting on behalf of Buttle UK 
 
 
Complaints Procedure - General 
 
By nature, complaints will either be handled in an informal or formal manner. Informally they 
may be dealt with relatively quickly and in such a way the complainant believes a 
satisfactory resolution has been achieved. A complaint will be treated as formal if the 
resolution is likely to take much longer and will involve significant input from other members 
of staff to understand the underlying problem. 
 
Complaints may be received by telephone or written communication (email or letter) and 
should be handled in a similar manner, wherever possible, namely: 
 

• They should be dealt with efficiently and handled courteously and sensitively 
• They should be properly investigated, where appropriate 
• They should receive a timely and appropriate response 
• Complainants should be told the outcome of their complaint and action should be 

taken, where necessary. 
 
Where complaints are received by telephone they should be directed to the person 
specifically responsible and, insofar as possible, should be resolved immediately (an 
informal complaint). It is only if such issues cannot be resolved over the telephone that it will 
be escalated and the Complainant will be asked to put their complaint in writing. The 
resolution is then likely to take a more formal approach. 
 
In particular,  
 

• A written complaint should be assigned a number as soon as it is received by the 
Charity. This will ensure it can be easily identifiable from an index on the Complaints 
File and the date will be clearly stamped. The Director of Finance & Administration 
will issue this number. 



 
 

 

• Written complaints received directly to the Scottish, Irish or Welsh 
home caseworkers should be communicated to the Director of 
Finance & Administration immediately. 

• An acknowledgment letter should be sent to the Complainant stating their matter will 
be dealt with and a response sent to them within five working days. If there is likely to 
be a delay (e.g. relevant people are out of the office) this should be clearly explained. 
No other comments should be included at this stage. 

• If there is insufficient information available initially the Complainant should be asked 
to provide as much information as possible in relation to the complaint so that it can 
be considered properly. 

• A decision made after the review of such a complaint will be final although the 
Complainant will have the right of appeal to the Ombudsman. 

• A copy of the final response to the Complainant, together with any other relevant 
correspondence, should be placed on the Complaints File, held by the Director of 
Finance & Administration 

 
 
Complaints Procedure - Specific 
 
1. Complaints in relation to a decision of a grant application or grant award 
 
Our grant policy is to award grants to beneficiaries based on all the available information and 
in good faith. Consequently our decision to award, or not, and the value of the award is our 
decision alone and is not subject to question by the referrer/agency/beneficiary. 
Consequently, there will be no appeals basis in these circumstances. 
 
We will not therefore spend any time considering any such complaints and those that we do 
receive should be directed to the Head of Grant Development in the first instance (or the 
immediate Line Manager of the Caseworker) who will relay this message. 
 
 
2. Complaints about the way the Charity has conducted its affairs generally 
 
The Director of Finance & Administration should handle all such complaints in relation to the 
conduct of the Charity’s affairs generally and therefore such complaints should be drawn to 
his attention at the earliest opportunity. The exception to this will be where the complaint 
involves the Director of Finance & Administration directly in which case another member of 
the SMT should handle the complaint. 
 
A letter of acknowledgement should be sent to the Complainant explaining the process that 
will be followed to review their complaint, that a decision will be made within 20 working days 
of receipt of the complaint. 
 
 A final response will not be sent to the Complainant until the matter has been investigated 
properly, discussions have taken place with the relevant members of staff and a decision has 
been made of the outcome. 
 
In the case of serious complaints which might have disciplinary implications for a member of 
staff, the rights of the staff member will be fully observed in accordance with the Charity’s 
disciplinary procedures as set out in the Employee Handbook. In some cases this might 
mean a full response to the Complainant cannot be given until the disciplinary procedures 
have been completed. In this instance a holding letter should be sent to the Complainant 
explaining the situation.  
 



 
 

 

In the case of a complaint that relates specifically to fundraising, and 
where the Complainant does not feel that Buttle UK has adequately 
addressed their concerns, then the Fundraising Regulator exists to adjudicate complaints 
from the public about fundraising practice.  
 
 
3. Complaints in relation to a third party acting on behalf of Buttle UK 
 
Such complaints should be treated in the same way as for (2) above. 
 
 
Complaints File 
 
The Complaints File will be kept and maintained by the Director of Finance & Administration 
and will be available for inspection by Trustees at any time. 
 
 
Monitoring of Complaints 
 
The Complaints file will be reviewed by the Corporate & Governance Advisory Committee 
annually. 
 
 
Disclosure of Buttle UK Complaints Policy 
 
The Complaints Policy will be disclosed on the Buttle UK website so that it is available for 
public reference. 
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