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1. Definition and Aims 
 

This procedure is to be recognised and implemented within the framework of the Trust for 
Developing Communities’ (TDC) everyday community development practice.  TDC is 
committed to a responsive service to members of the community and it is expected that, 
whenever possible, individuals’ and groups’ wishes and issues will form the basis of the 
staff’s work plans. 
 
This procedure has been adopted to respond to any situation where this responsive 
service fails in some respect, or where community members or groups, volunteers, 
students, service users or outside agencies wish to complain about a staff member, 
volunteer or trustee of TDC.  
 
This Complaints Procedure mirrors the internal Grievance Procedure within The Trust for 
Developing Communities. 
 
The procedure exists to ensure that any complaints, problems or issues notified to us by 
persons external to the organisation are dealt with as quickly and effectively as possible. 
 

2. The Procedure for Complaints about Staff & Volunteers 

 

a)       Any complaint received by any member of staff should be resolved, as 
                quickly as possible by that member of staff, within the spirit of TDC’s responsive 

community development practice.  The member of staff must confirm with the 
complainant that they are satisfied with the response to their complaint.  

 
b) If the complainant is not satisfied with the response to their complaint the staff 

member must refer the matter to their immediate supervisor at the earliest 
opportunity. 
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c)       Any complaint received by a Trustee of TDC should be referred to 
          the Chief Executive of TDC at the earliest opportunity.  The Chief 
          Executive will instigate an investigation, through TDC’s established 

line management system.  
 
d) Any complaint received about the Chief Executive of TDC should be referred to 

the Chair of the Trustees at the earliest opportunity.  The Chair will instigate an 
investigation, through TDC’s established line management system.  

 

If the complainant does not feel that their complaint has been dealt with satisfactorily they 
must be informed of their right to: 
 
e)  Refer their complaint, in person or in writing, to the immediate staff member’s 

supervisor.  They have a right to a reply and resolution of the complaint within 
fourteen days.  

 
f) If the complaint is still unresolved it must be referred, at the earliest opportunity to 

TDC’s Chief Executive, who shall, within fourteen days, carry out an investigation. 
The Chief Executive shall report, in writing, to the Chair of the Trustees.  

 
g)  If the complaint is still unresolved after the investigation the Chair shall, depending 

on the nature of the complaint, refer the complaint either to the Personnel & 
Employment Sub-Committee or a specially convened panel of three Trustees from 
the Board of Trustees, who shall have the power of decision. 

 
h) The whole Board of Trustees must be made aware of all complaints and their 

outcomes. 
 

3. The Procedure for Complaints about Trustees 

 

a) Any complaint received by or about a TDC Trustee should be resolved as quickly 
as possible and the Trustee must confirm with the complainant that they are 
satisfied with the response to their complaint. 

 
b)  If the complainant is not satisfied with the response to their complaint 

the trustee (or staff member) must refer the matter to the Chair of the Trustees at 
the earliest opportunity.  The Chair will instigate an investigation, usually to be 
conducted by the Chief Executive. 

 
c) If the investigation finds that there is a case to answer, the Chair, having reported 

to the rest of the Trustees, will convene a panel with two other Trustees who shall 
have the power of decision.  This panel, through the Chair, will respond in writing 
to the complainant. 

 
d) If the complaint is still unresolved, the matter will be referred to the whole Trustee 

body for resolution.  The Trustees have the power, as outlined in the constitution, 
to pass a ‘vote of no confidence’ with regard to any individual Trustee. 

 
e) If the complaint received is about the Chair the same procedure outlined above 

will be conducted, with the panel being convened by the Vice-Chair.  If the process 
is felt in any way to be compromised or there is a conflict of interest issue, then the 



 
 
The Trust for Developing Communities                 Complaints Policy & Procedure July 2013 

 
 

3 

Trustees may have the power to invite an independent person (perhaps from 
another voluntary agency) to adjudicate the process. 

 

4. Record Keeping and Reporting 

a)  The Trust for Developing Communities will maintain a confidential record of 
complaints dealt with to inform quality processes. Complainants will be advised 
that while confidentiality will be respected as far as possible it is not normally 
possible to resolve complaints without disclosing details of a complaint to 
relevant staff in order to allow the organisations a fair opportunity to resolve the 
issue.  

 

This Complaints Policy and Procedure will be made available to all via TDC’s website. 
 

 


