
'Putting Things Right' – Complaint Policy

 

 

If someone has a complaint about the organisation, a member of staff, a service user or 

volunteer: 

Depending on the nature of the complaint, we hope that most problems can be solved 

informally, and in the first instance, if complaint relates to another individual we 

recommend that people should try and resolve these by speaking with the person 

concerned. 

If they do not feel able to do this, or if having done this the matter is not resolved you 

should raise this with the staff member responsible for the service area that the 

complaint relates to, or if you are unsure of who this person is, or that person is not 

available, then with the Charity Director. 

If your complaint does not relate to another individual, and is based on some other 

issue, then please make this directly to the Charity Director.  

The staff member or Charity Director (as appropriate) will listen to your views, consider 

what might be the best way forward and discuss this with you. Every case differs, and a 

range of solutions will be looked for. The staff member or Charity Director will discuss 

these with you, including giving a guideline of relevant timelines and when this is aimed 

to be dealt with. This will always be aimed to be as promptly as is practical.  

If following this you feel that the issue is still not resolved, you should contact the Charity 

Director, or if you have done this already and are not content with the resolution, or 

your complaint relates to the Charity Director then it should be put in writing to the chair 

of the trustees board who will consider your request and respond accordingly.  

The matter should then be dealt as promptly as is practical and where possible you will 

be given a guideline of when this is aimed to be dealt with. Any decision made will be 

final. 

 

Organisational contacts 

 

Charity Director Director@lunchpositive.org 

Chair of Trustee Board Chair@lunchpositive.org  

Phone 07846 464384 
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