Dog Trouble Foundation Rescue Charity
Complaints Policy and Procedure

1. Purpose

The purpose of this document is to provide the Foundation’s policy and
procedure with respect to concerns about the Foundation'’s activities and
the procedure for raising those concerns as a formal complaint.

2.Scope
This policy applies to all trustees, volunteers, foster carers, staff, contractors
and anyone carrying out activities on behalf of the charity.

3. Definition

A complaint is any expression of dissatisfaction about our rescue, our
services, or the actions of our trustees, staff, or volunteers, where a
response is expected.

Complaints may be about the care and welfare of dogs, the adoption or
fostering process, fundraising, communication, or any other aspect of our
work.

We do not treat the following as complaints:

e Disagreement about an unsuccessful adoption or fostering
application;

e Anonymous complaints and those that have no supporting
information;

e Complaints about a person or organisation that is outside of our
control;

e Abusive, threatening, or frivolous complaints;

e Complaints about an issue that has previously been dealt with and
there is no new evidence;

e Any matters that are being dealt with by the police, legal or
regulatory bodies.



4. Making a Complaint

A complaint can be addressed to any of the trustees, either by email or
letter. The complaint should include details of the date, any individuals
involved, and the issue.

5. Responding to a Complaint

e Complaints will be acknowledged and the outcome of the
investigation notified to the complainant, in writing, within 21 days
following receipt of the complaint.

e The outcome of the investigation will be explained, including any
corrective action, changes to procedures, an apology where
appropriate, and confirmation that no further action is necessary;

e If the complainant is not happy with the outcome they can request a
review by another trustee who was not involved with the original
investigation;

e Arecord of the complaint, and the investigation, will be kept;

e Complaints will be handled confidentially and personal information
processed in accordance with our Privacy Policy.

6. Review

This policy will be reviewed regularly and updated as necessary to reflect
changes in legislation or the charity’s operations.

7. Version
Version 1.0 — 23 June 2026



