
 

 

 
 

Complaints Policy of Bradford City of Sanctuary (BCoS) 

 

Rationale 

An organisation is often judged by clients/partners/members by the way in which it 
deals with complaints. Complaints may be differentiated from concerns: a concern 
may be ‘an expression of worry or doubt over an issue for which reassurances are 
sought’. A complaint may be defined as ‘an expression of dissatisfaction, however 
made, about actions taken or a lack of action’. A complaint may be directed towards 
an individual or the organisation per se. 

Principles 

 Whenever possible, complaints should be settled informally 
 Complaints will always be taken seriously and mechanisms will exist which 

allow complaints to be heard fairly and outcomes resolved quickly 
 The guidelines below will clarify the mechanism by which BCoS will resolve 

complaints 
 Complaints can be made in person, in writing or by telephone 
 Anonymous complaints will not normally be investigated. 
 If a complainant wishes to withdraw a complaint, then this should be in writing 
 Complaints will be acknowledged where possible within 2 working days of 

receipt, usually via the same form of communication as they were received.  
 The acknowledgement will only be deferred beyond 2 days in the event that 

the relevant person is unavailable, due to holidays, sickness, etc. In the event 
that the complainant does not receive an acknowledgement within 2 days, 
they are invited to submit the complaint by email to 
complaints@bradford.cityofsanctuary.org, and can then expect an 
acknowledgement within a further 2 days. 

 BCoS will maintain a record of all complaints submitted for monitoring 
purposes and to ensure each complaint is handled as quickly and efficiently 
as possible.  Records will be destroyed after 6 months, unless any sanctions 
imposed are outstanding 

 

Guidelines 

Stage 1: Informal 

 In the first instance, complainants should attempt to resolve the issue directly 
with the person concerned, or if the concern is with the organisation, with the 
Chair. There are some exceptions to this: 



 

 

i. Where the complaint with the person may also form the basis of a legal 
complaint e.g.of a racial or sexual nature or any safeguarding issue. In this 
case the complaint should be taken to the Chair 

ii. Where the complaint is made against the Chair, the complainant should take 
the matter to a Trustee or email the complaint to 
complaints@bradford.cityofsanctuary.org  

 The complaint and its outcome, including any actions and timescales, will be 
noted by the Chair or the Trustees, where this is relevant. 

 Where the matter fails to be resolved, then the complaint will move to a formal 
stage. 
 
Stage 2: Formal 

 The formal stage will be initiated where the informal stage has failed to 
resolve matters. It may also be initiated where the Chair or her/his nominee 
deems the informal stage inappropriate. 

 A complainant should use the BCoS complaint form to outline the nature of 
the complaint. This should be sent to the Chair unless the complaint is about 
the Chair, in which case the form should be sent to a Trustee or to 
complaints@bradford.cityofsanctuary.org 

 Where the complaint is being made against a staff member or trustee, the 
Chair should decide whether that person is suspended without prejudice 
whilst the complaint is being heard. Where the complaint contains a legal 
issue, the Chair would normally suspend the person. 

 The Chair will nominate 3 Trustees to form an investigative committee. If the 
complaint is from a staff member, then this committee should not include 
anyone with line management responsibility, should the complaint refer to 
her/him. If a trustee is dealing with the case, then s/he will identify two other 
trustees to form the committee. 

 The committee will investigate the nature of the complaint and may hear and 
see evidence from the complainant and any witnesses. In any meeting of the 
investigation, the complainant will be advised that they may bring one 
representative of their choice, who will be provided with the relevant papers.  

 The committee will formulate a decision concerning the complaint and will 
respond to the Chair within 10 working days. The committee will advise the 
Chair as to the desirable course of action should the complaint be upheld. For 
staff this will be in line with the Disciplinary Policy; for trustees or other 
volunteers it would include potential suspension or dismissal, with reference 
to the Code of Conduct 

 The Chair will ensure that the complainant receives a copy of the decision and the 
reasons for the decision within 15 working days. 

 If the outcome is unsatisfactory to the complainant, they may make an appeal. 
This will be heard by a panel of at least two Trustees whose decision is final. The 
Trustees will respond within 15 days of the appeal notification.  

 
Related Policies: Disciplinary, Grievance, Code of Conduct  
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Complaint Form 

This form is to be completed by any person making a formal complaint 
concerning Bradford City of Sanctuary. When completed, it should be emailed 
to the Chair: chair@bradford.cityofsanctuary.org. Should your complaint be 
about the Chair or involve the Chair, then please contact one of the Trustees or 
email complaints@bradford.cityofsanctuary.org 

 

Your Name  
 

Address  
 
 

Daytime Telephone  
Evening Telephone  
Email  

 
Details of your 
complaint- outline only 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Are you attaching any 
paperwork? 

 

Have you tried to 
resolve the complaint 
previously? Give 
details 

 
 
 
 
 



 

 

 
 
 
 
 

Signature (not needed 
if emailed) 

 

Date 
 

 

 

 

Official Use 

Date acknowledgment sent  
By whom  
Complaint referred to  
Date of referral  
 


