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Purpose
Stirlingshire Voluntary Enterprise Ltd (SVE) is committed to providing a high quality service to our members, partners, stakeholders and the wider community. We welcome feedback and take complaints seriously, viewing them as an opportunity to learn, improve and ensure we continue to provide the best possible service.
What is a complaint?
A complaint is an expression of dissatisfaction about the standard of service provided by SVE, the actions of our staff, volunteers or Board members, or a decision made by the organisation.
This procedure does not apply to:
· Employment or staffing matters, which are managed through SVE's HR policies.
· Requests made under data protection legislation.
· Matters where a separate appeals or statutory process applies.
How to make a complaint
Complaints should be submitted in writing by email wherever possible. If you require this procedure in another format or need support to make a complaint, please contact us and we will do our best to assist.
Stage 1
Please send your complaint to:
Natalie Masterson
Chief Officer
Email: natalie@sventerprise.org.uk
Please include:
· Your name and contact details.
· A clear description of your complaint.
· Any relevant dates or supporting information.
· The outcome you are seeking, if applicable.
What happens next?
· We will acknowledge receipt of your complaint within 5 working days.
· Your complaint will be investigated fairly and impartially.
· We aim to respond within 15 working days of acknowledging your complaint.
· If additional time is required to complete an investigation, we will let you know the reason and provide an updated timescale at this point.
As we are a small team, there may be occasions when the member of staff responsible for handling complaints is out of the office. If you receive an autoresponder, please feel free to forward the email to info@sventerprise.org.uk where your complaint will be acknowledged. 
However, please note that in this instance the timescales for responding to your complaint will begin from the first working day after that member of staff returns to the office.
Stage 2, Review by the Chair
If you are dissatisfied with the outcome of your complaint, or if your complaint concerns the Chief Officer, you may request that it is reviewed by the Chair of the Board.
Please send your complaint to:
Chair of the Board
Email: chair@sventerprise.org.uk
The Chair, or another appropriately appointed Board member if necessary, will independently review the complaint and respond within 15 working days of acknowledging receipt.
The outcome of this review represents the final stage of SVE's internal complaints procedure.
Confidentiality
All complaints will be treated confidentially. Information relating to a complaint will only be shared with those directly involved in investigating and resolving the matter, in accordance with SVE's Data Protection Policy.
Record Keeping
SVE will maintain a confidential record of complaints received, investigations undertaken and outcomes reached. Complaint records will be retained in line with our records management and data protection requirements.
Learning from Complaints
We value feedback and will use information from complaints to identify opportunities to improve our services, policies and ways of working.
Unreasonable or Persistent Complaints
SVE is committed to treating all complainants with courtesy and respect. We ask that complainants extend the same courtesy to our staff, volunteers and Board members. Where behaviour is abusive, threatening or unreasonably persistent, SVE reserves the right to manage communication appropriately while ensuring that complaints are considered fairly.
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