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1. Purpose  

This policy is to be accepted and observed by all members, paid and unpaid workers within 
Four Pillars. Breaches of the policy may be regarded as gross misconduct. 

 

2. Ownership  

This policy is the complaints procedure policy of Four Pillars. The ownership of this Policy is 
to that of the Four Pillars board of trustees, who discharges its implementation to the 
management of Four Pillars. The management may discharge duties to a nominated 
member of staff, or unpaid worker.  
 

3. Statement of policy  

Our policy is to provide guidance to employees, volunteers and service users. We also 
accept responsibility for all other people who may be affected by our activities.  
 

4. Principles of policy  

The aim of this complaint’s procedure is to RESOLVE differences that may occur between 
the organisation and its service users or any other individual. The principles underlying the 
procedure are as follows:  
 

5. Raising a complaint 

5.1 To raise a complaint please write to the CEO of Four Pillars, or if about the CEO, to the 
Chair of the Board of Trustees. Outlining the reasons for the complaint.  

5.2 Send your letter either via post or email to 33 Regent Quay, Aberdeen, AB11 5BE or 
mail@fourpillarsuk.org, with topic line “Complaint” 
 

6. Complaint process 

6.1 No member of staff will be involved in investigating a complaint relating to their own 
behaviour. Staff will have the right to put across their point of view about any complaint 
that is made about them in due course 

6.2 Complaints will be handled with due regard to confidentiality at all times, this includes, 
but not limited to, making others aware there is a complaint being investigated or the 
outcome of any complaints 

6.3 Complaints should be resolved as quickly and fairly as possible 
6.4 A complaint received about a member of staff’s conduction may result in that staff 

member being suspended through the course of an investigation. This will depend on the 
nature of the complaint and is up to the discretion of the line manager 

6.5 A full investigation may be required, if this is the case it will be carried out by the line 
manager and persons requested to assist such as an HR rep, or if about the Trust the 
management team and/or Trustees 

6.6 In the event that the complaint raised needs further mediation to resolve, a formal 
meeting can be arranged between the line manager, the complainant, and, if applicable, 
any other employee(s) that the issue concerns, upon agreement of all parties  

6.7 At this formal meeting, a record will be kept of all issues that are discussed. All members 
of the meeting will work together to find an outcome, which pleases all members and 
doesn’t affect the Aims & Values of the Charity  

6.8 Trustees will be notified of all complaints, investigations and outcomes regardless of the 
nature and level of complaint 

6.9 This complaints procedure is for use by people and service users external to Four Pillars. 
Staff and volunteers who have grounds for complaints should speak to their line 
Manager and initiate the Grievance Procedure that the organisation has in place 

mailto:mail@fourpillarsuk.org
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6.10 The complaints procedure will be part of the process of monitoring the quality, 
effectiveness and non-discriminatory nature of Four Pillars.  

7. Receiving a response  

7.1 You should receive a written response to your complaint within twenty-eight days 
7.2 The complainant will be notified if an investigation will take place and if over twenty-eight 

days will be updated weekly thereafter 
7.3 A full written report of the complaint, and any outcome will be submitted to the 

complainant upon conclusion of any investigation and/or agreement 

 

8. Making an appeal  

8.1 If you are not satisfied with the response to your complaint you may appeal to the Chair 
of the Board of Trustees. This should be in writing and be done within a maximum period 
of twenty-eight days of receiving written notification of the outcome of your complaint. 

8.2 If you are not satisfied with the way in which Four Pillars has dealt with your complaint or 
the outcome of your complaint, it is within your right to report the matter directly to 
OSCR. Details of which can be found online 

 

9. Responsibilities  

Overall and final responsibility for complaints procedure is shared collectively by Four Pillars 
Trustees, Four Pillars trustees delegate the responsibility of following this policy to the 
management team. 
 
The Committee will:  

• Arrange for the implementation of this policy in consultation with staff and volunteers  

• Arrange for the adequate instruction and training of staff and volunteers in all matters 
related to this policy  

• Arrange for the contents of this policy to be known to all staff and volunteers  
 
The staff and volunteers of Four Pillars have a duty to:  

• Follow this policy  

• Co-operate with the management to ensure that the requirements of relevant 
statutory provisions are complied with  

• Report potential or actual hazards as soon as possible  
 

10. Risk Assessment  

The trustees of Four Pillars will ensure that all risk assessments are undertaken for any part 
of the charity’s activities to which they are applicable, copies of these risk assessments are 
available upon written request.  
 

11. Premises  

The management team will ensure that for all premises used by Four Pillars whether owned, 
leased or rented are:  

• Health and safety compliant  

• A full risk assessment has been completed  

• Insurances are in place and displayed  

• Fences are erect and secure at all times, if applicable  
• Gates are manned at all times, if applicable  
• Any potential danger is reported to the management  
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12. Reports  

The delegated manager/person in charge at each event shall be responsible for making any 
necessary reports relating to this policy or ensuring that others make such reports.  
 

13. Policy Development  

Four Pillars board of trustees shall endeavour to progressively develop the charity’s policy 
on complaints procedure use in response to risks and hazards identified. Specific 
procedures and policies so developed shall be appended to this document and form part of 
the charity’s statement on complaints.  
 

14. Review  

The effectiveness of this procedure will be reviewed annually by a senior member of Four 
Pillars staff. If appropriate, action will be taken as necessary to update our procedure to 
ensure effective delivery on the objectives laid out at the start of this document. 
 


