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Complaints Procedure
1. Purpose
Equity Charitable Trust is committed to delivering its charitable aims with fairness, transparency, and accountability
· We recognise that sometimes people may have concerns or complaints about our work, decisions, or the conduct of those involved
· This procedure explains how complaints can be raised, how they will be handled, and what outcomes can be expected.

2. Scope
This procedure covers complaints from:
· Applicants for welfare, or education grants
· Beneficiaries or their representatives
· Members of the public
· Volunteers, partners, or other stakeholders
It applies to concerns about:
· The charity’s decisions (e.g. grant application outcomes)
· The service provided (e.g. communication, timeliness, or fairness)
· The behaviour of staff, volunteers, or trustees
It does not cover:
· Appeals against grant decisions where no administrative error or unfairness is alleged (these are handled under a separate “Grant Decision Review” process, if applicable)
· Internal staff or volunteer grievances (these follow HR procedures)
3. Guiding Principles
Complaints will be:
· Handled promptly and fairly
· Investigated thoroughly and confidentially
· Resolved, where possible, informally
· Used to improve our services
4. How to Make a Complaint
Complaints should be made as soon as possible after the issue arises.
a. Informal Stage
Where possible, the complainant should first raise the issue informally with the Chair and/or Staff Liaison officer or if appointed the designated Trustee who will aim to resolve the matter quickly and fairly.
· Response time: Usually within 10 working days
If the issue cannot be resolved informally, the formal process begins.
5. Formal Stage
Step 1 – Written Complaint
Complaints should be made in writing (email or letter) to the Secretary, the Chair and designated trustee or Staff Liaison officer
The complaint should include:
· The complainant’s name and contact details
· Details of what happened and when
· What outcome or resolution is sought
If the complaint involves the Secretary, it should be addressed directly to the Designated Trustee.
Step 2 – Acknowledgement
The Secretary (or Trustee, if appropriate) will acknowledge receipt of the complaint within 5 working days, explaining:
· Who will investigate it
· The expected timeframe (normally within 10 working days)
Step 3 – Investigation
The Secretary or designated trustee will:
· Review relevant records and correspondence
· Interview those involved if necessary
· Keep a confidential record of findings
If the complaint concerns the Secretary, the designated Trustee will investigate instead.
Step 4 – Response
The Secretary (or designated trustee) will issue a written response explaining:
· The findings of the investigation
· Any action to be taken
· The right to appeal if the complainant is not satisfied
6. Appeals Stage
If the complainant is dissatisfied with the outcome, they may appeal in writing within 14 days of receiving the response.
· The Chair and Board of Trustees (excluding anyone previously involved) will review the complaint and the investigation.
· They may invite the complainant to provide further information.
· A written decision will be provided within 20 working days of receipt of the appeal
The Board’s decision is final within the charity
7. Escalation Beyond the Charity
If the complainant believes the charity has acted unlawfully or is in serious breach of charity law, they may contact the Charity Commission for England and Wales:
👉 www.gov.uk/complain-about-charity
8. Recording and Learning
· All complaints (informal and formal) will be recorded by the Secretary or designated Trustee in a Complaints Log
· The Board of Trustees will receive an annual summary of complaints and actions taken, to identify trends and improve practice
9. Review
This procedure will be reviewed by the Board of Trustees every two years or following any major incident or regulatory change.
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