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Complaints Procedure

The Volunteer Centre Kensington & Chelsea aims to provide everyone, both individuals and
organisations, with the best possible service. We recognise that, sometimes, people who
use our services might feel that we could do better, and want to let us know formally. This
document sets out our formal complaints procedure. If you would prefer to give us feedback
or raise an issue informally, please feel free to let any of the staff know at any time. The
matter can then be dealt with by the Chief Executive. Raising an issue informally will not
prevent the Volunteer Centre from using this formal procedure later if you agree that it is
the most effective approach.

The continued confidence and support of our clients is crucial to the Volunteer Centre
Kensington & Chelsea. We ask that you let us know if you are not completely satisfied with
our service.

Once we know about your complaint we will do our best to respond to it positively, and,
where appropriate, to make changes to our practice.

How to make a formal complaint

1. You should make the complaint (preferably in writing, but otherwise in person or by
telephone) to the Chief Executive, who will review the complaint. If the complaint
concerns the Chief Executive, the complaint should be made to the Chair of the Board of
Trustees. In this situation, the Chair of the Board of Trustees or their nominee will review
the complaint and carry out the process instead of the Chief Executive.

2. The reviewer will acknowledge receipt of the complaint within five working days. In
making the complaint you should explain the issue as clearly and as fully as possible,
including any steps you wish us to take to resolve the issue.

3. After receipt of the complaint, the reviewer will ensure that an investigation is made
promptly.

4. The investigation should normally be completed within 15 working days of receiving the
complaint.
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5. The reviewer will communicate to you in writing the results of the investigation and any
intended action as a result within 20 working days of the complaint having been
received.

6. The Board of Trustees is informed of any complaint and its outcome.

Still dissatisfied?

7. If you are dissatisfied with the outcome you should write to the Chair of the Board of
Trustees explaining why you are dissatisfied and the action you would like taken. You
must do this within 10 working days of receiving our written reply. The Chair of the
Board of Trustees will acknowledge receipt within five working days and respond in
writing within 15 working days.

8. Volunteer Centre Kensington & Chelsea will take appropriate action in response to the
situation that your complaint has highlighted. Where we have fallen short of our

standards of service we will apologise, we will take steps to correct our errors and ensure

improvement in our practice.

Contact details:
Please send all written complaints direct to Operations@vckc.org.uk addressed as
appropriate to the Chief Executive or to the Chair.
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