
 

                                                                                                            1 
Policy Written by: Shirely Sinclair (Norfolk Scouts County Lead Volunteer and member of the Trustee Board) 
Policy Ratified by:  Susan Newton (Centre Manager) 
Policy Approved: Full Trustee Board  
Policy Approval: August 2025 
Policy Review: August 2028 (3 year review)  
 

Eaton Vale Scout and Guide Activity Centre 

Complaints Policy 
 

Eaton Vale Scout and Guide Activity Centre recognises its responsibility to deal fairly, constructively, and 
consistently with expressions of concern of dissatisfaction.  
 
1. Dealing with complaints 
a. Where an individual has raised a concern, or number of concerns, which individually or collectively, could 

be classified under more than one of Eaton Vale Scout and Guide Activity Centre [EVAC] policies, it may 
be decided to consider them all under the same policy. When concerns raised have engaged more the 
one policy, it may be considered to pause one or more aspects to effectively manage the concerns. This 
may apply to a variety of scenarios including where safeguarding concerns are raised alongside a 
complaint, or where a Subject Access Request has been given alongside a complaint. EVAC has complete 
discretion to decide under which of its policies a concern should be considered, and their decision in 
relation to this is final. 

b. Not all complainants enter a formal complaints procedure. Complaints may want their questions answered, their 
concerns dealt with, or their opinion noted. As a result, local, informal resolution should be tried before engaging 
the formal complaints policy. It is important to recognise the point when a complaint reaches a stage at which it 
should be managed formally. An informal attempt at resolution should be made wherever possible. 

c. A complaint can be raised by any service users of EVAC, including youth participants, parents or carers of a young 
person that are directly affected by the concern being raised, group leaders, contractors. If, for any reason, 
someone is unable to make the complaint themselves, a representative (such as a friend or family member) may 
make a complaint on their behalf. In this case, the representative should explain why the individual is unable to 
make the complaint themselves. If appropriate, contact the individual to confirm that they have consented to the 
representative acting on their behalf. Complainants can ask to keep their identity confidential and specify any 
other aspects of the complaint that contain sensitive information. No absolute assurance can be given to the 
complainant to withhold identity as there may be situations in which disclosure will be necessary or even legally 
required. 

d. Complaints will only be accepted within three months of the date that the complainant knew enough facts to 
report the issue. 

e. If there is reasonable belief that a complaint is vexatious or malicious, then it will not be progressed. A complaint 
is vexatious or malicious if it is possible to prove it is without basis and that it is being made with an intention to 
cause worry, upset, annoyance or embarrassment, or to ruin the public perception or reputation of EVAC. 

f. Complaints should be made to the Centre Manager for resolution. The Centre Manager may decide to pass on the 
complaint to the Board of Trustees to manage, especially where there is a conflict of interest.  

g. The Board of Trustees must not be drawn into the detail of the handling of the initial complaint in case they must 
hear an appeal at a later stage.  

h. There is no process of ‘escalation’ of a complaint. The complainant’s recourse is solely to a single appeal once the 
original complaint has been investigated and the outcome known as set out in this policy.  

i. Formal complaints should be made in writing (physically or digitally) wherever possible. If there is a reason a 
complainant cannot make their complaint in writing, they can make it orally. The person to whom they make their 
complaint should, for the sake of clarity, summarise the complaint in writing and ask the complainant to check it 
is an accurate record of the conversation. 

j. The complaint should include: 
• Complainant’s full name. 
• Complainant’s contact details. 
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• How the complainant would like to be contacted in relation to the complaint. 
• Complainant’s status (service user, child/young person, parent, member of the public). 
• A summary of the complaint and what they think went wrong, including dates and times or any 

reported incidents. 
• Clear and concise statements of what they would like to be investigated. 
• Details of any informal resolution that has been taken so far to try to resolve the issue. 
• Details of what they would see as an acceptable outcome. 
• Details of any formal concerns already raised under any of EVAC policies. 

k. When a complaint has been received by the relevant person, a standard acknowledgement confirming 
receipt should be sent within 7 days. Acknowledgement does not necessarily mean the complaint has 
been accepted following the policy, it is a confirmation that the information sent by the complainant, 
has been received.  

l. Following the acknowledgement the Centre Manager will need to make the following decisions: 
• Who will manage the complaint. 
• If the complaint can be accepted under the Complaints Policy. 
• If the complainant has other ongoing concerns raised through any other policies at any management 

level. If so, then the Centre Manager or Trustee Board can decide to combine the complaints and 
appoint one Lead to deal with all complaints as one. 

m. Once these decisions have been made the individual managing the complaint should communicate in 
writing (physically or digitally) the following points to the person raising the complaint: 
• the decisions made.  
• a concise list of the areas to be investigated and a request for the complainant to confirm they are 

happy to continue with an investigation into the complaint on this basis. 
• detail about who will be contacting them about the complaint and how to make contact. 
• the timescales of this communication (must include as a minimum an update every 14 days) 

n. If the complaint is specifically about a Scouting or Guiding issue, then please refer directly to the 
appropriate associations policies. 

o. The individual managing the complaint can nominate someone to investigate a complaint on their behalf and 
report back to them with the facts to be considered. Careful consideration should be given as to who is chosen to 
investigate a complaint and there should be no conflict of interest between the investigator and others involved 
in the complaint. 

p. When speaking with those involved in a complaint, they should be informed how they are involved with 
the complaint and give them an opportunity to respond. It is at the discretion of the investigator to decide what 
detail is appropriate to provide to the individual about the complaint. The individuals contacted should be told 
that their responses may form part of the response to the complaint and accurate notes recorded of 
conversations. 

q. The person investigating a complaint should detail the facts in writing and may make a recommendation to the 
individual managing the complaint as to the outcome of the complaint based on the facts available. 

r. The individual managing the complaint should then decide on the outcome of the complaint based on 
the findings of the investigation and following and informed by the appropriate policies. There may be 
circumstances it is not able to determine the outcome of individual aspects of a complaint. However, the 
complaint should either be upheld, partially upheld or not upheld, with recommendations on the actions 
to be taken based on this decision. 

s. Following the investigation, the complainant should be notified in writing (physical or digital) of the 
outcome of the investigation and any steps which will be taken as a result of the complaint. 

t. The response to the complainant should: 
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• clearly say if the complaint is to be upheld, partially upheld or not upheld and the reasons that led to 
this decision referencing, where possible, all the key issues raised by the complainant based on the 
findings of the investigation. 

• show recommendations that will be undertaken based on the outcome of the complaint in the spirit 
of continuous improvement. 

• identify who the right person the complainant can appeal to if they’re unhappy with the process 
undertaken or the outcome of the complaint and how they can be contacted. 

u. It is also important to contact others who have been directly involved with the complaint and share with 
them the outcome and recommendations where proper.  

 
Appeals 
a. If a complainant or those who are directly affected by the outcome of a complaint are not satisfied with 

the outcome of the original complaint or the process undertaken, there is a right for appeal. Only one 
appeal is allowed per person directly affected by a complaint and if multiple appeals raise the same 
concerns they may be conducted as one appeal. 

b. Any appeal must be received within 14 days of the complainant, or those directly affected, being notified 
of the outcome of the original complaint. 

c. Appeals must be directed to the EVAC Board of Trustees who should appoint the most appropriate person 

to manage the appeal. If for any reason, there is a conflict of interest, the complaint should be passed onto 

an independent adjudicator. 
d. An appeal should be treated in the same way as an original complaint. The same process should be 

followed and the same courtesies (especially in terms of communication) extended to all parties. Any 

appeal should clearly state the basis on which it is being made. An appeal will consider the process 

undertaken to manage the original complaint and the outcome of the original complaint. An appeal should 

be acknowledged in the same way a complaint is and following initial acknowledgement, the appropriate 

person responsible for overseeing the appeal should send a further acknowledgement in the same manner 

as the complaint was managed.  
 
Dealing with Data Subject Access Requests 
a. Individuals involved with complaints may decide to make a Data Subject Access Request (DSAR) under 

the General Data Protection Regulation (GDPR). This is also known as a Subject Access Request (SAR).  
b. If a DSAR is requested this may slow the progress of a complaint or appeal as it may provide more 

evidence or use resources to process the DSAR. If this is the case it should be clearly communicated with 
those involved with the complaint. It may be necessary to pause the complaint/appeal investigation until 
the outcome of the DSAR is provided to the requestor and any reasonable time given so they can decide 
on how to proceed with the complaint/appeal. 

c. It is important to keep exact and complete records relating to complaints and appeals, following data 
retention policies in the event they are needed at a later date. As a general rule, written communication 
holding personal information may be disclosable where a DSAR is received. However, all communication 
relating to a complaint or appeal should be securely stored together in one place for completeness of 
records and ease of reference. Please refer to the Data Policy. 

 
Further information 
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a. This complaints policy should deal adequately with complaints however should someone raise a 
significant issue, which may include whistleblowing, this should be directed to the most proper 
regulatory body.  

 
 


