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Thurrock Foodbank Complaints Policy & Procedure
1. Policy Statement
Thurrock Foodbank is committed to providing a high-quality, dignified, and compassionate service to everyone we work with. We welcome feedback—including complaints—from foodbank clients, volunteers, donors, partner agencies, and members of the public. 
Complaints give us valuable insight into our service and help us make continuous improvements. We promise to handle every complaint promptly, fairly, politely, and confidentially. 
2. Our Commitments
When you make a complaint, we commit to:
· Accessibility: Making it as straightforward as possible to raise concerns. 
· Respect & Fairness: Treating you with courtesy and taking your concerns seriously. 
· Confidentiality: Keeping your information confidential, sharing details only with those directly involved in resolving the issue. 
· Clear Actions: Providing a clear explanation, an apology where appropriate, and details of any remedial action taken. 
· Learning: Reviewing complaints to prevent recurring issues and improve our operations. 
3. How to Make a Complaint
You can raise a complaint informally in person or formally in writing or by phone. 
Informal Resolution
If you are at a distribution centre or warehouse and feel comfortable doing so, please speak directly to a Team leader. Many issues can be resolved quickly on the spot through an open conversation.
Formal Complaint
If your concern cannot be resolved informally, or if you prefer a formal response, please contact us via one of the following methods: 
· Email: info@thurrock.foodbank.org.uk (Please state "Formal Complaint" in the subject line)
· Telephone: 01375 416200 
· Post:
Attn: 
Director of Operations
Thurrock Foodbank
2-4 Corringham Road
Stanford-le-Hope, Essex, SS17 0AQ

Please include the following in your complaint:
1. Your full name and contact details (phone number, email, or postal address). 
2. A description of what happened, including dates, times, and locations where relevant. 
3. The names of any staff or volunteers involved (if known).
4. What outcome or resolution you hope to see. 
4. Complaint Resolution Process
      [ Complaint Received ]
                │
                ▼
┌──────────────────────────────┐
│ Stage 1: Initial Investigation │
│ • Acknowledged in 5 days     │
│ • Outcome letter within 20 days│
└───────────────┬──────────────┘
                │
         Satisfied? ── No ──┐
                │           │
               Yes          ▼
                │   ┌──────────────────────────────┐
                │   │ Stage 2: Trustee Escalation  │
                │   │ • Appeal within 14 days      │
                │   │ • Final decision within 20 days│
                │   └──────────────┬───────────────┘
                │                  │
                ▼                  ▼
          [ Case Closed / External Escalation ]
Stage 1: Investigation
· Acknowledgement: We will acknowledge receipt of your complaint within 5 working days. We will provide the name of the designated investigating officer. 
· Investigation: The investigating officer will look into the facts, which may involve speaking to staff, volunteers, or third parties. 
· Outcome: You will receive a written response detailing our findings and any proposed actions within 20 working days of receiving your complaint. If an extension is required due to complexity, we will keep you informed of progress. 


Stage 2: Escalation to the Trustees
If you are not satisfied with the Stage 1 outcome, you may request an appeal:
1. Write to the Chair of Trustees at the address/email above within 14 days of receiving your Stage 1 response. 
2. The Chair of Trustees (or an independent trustee panel) will review the investigation and decision.
3. You will receive a final written response within 20 working days of your appeal being lodged.
5. External Escalation
If your complaint remains unresolved after completing our internal process, or if your complaint concerns specific regulatory matters, you may escalate to external bodies:
· The Charity Commission: For serious concerns regarding governance, financial mismanagement, or risk to charitable assets (www.gov.uk/government/organisations/charity-commission). 
· The Fundraising Regulator: For concerns regarding fundraising practice (www.fundraisingregulator.org.uk). 
· The Trussell Trust: As an franchised network member, concerns regarding general policy compliance may be passed to Trussell (www.trussell.org.uk). 
6. Confidentiality & Data Protection
Personal information provided in connection with a complaint will be processed in accordance with the Data Protection Act 2018 and UK GDPR. Data is strictly used to investigate and resolve the issue and will be retained for 1 year following case closure before being anonymised or destroyed. Anonymous complaints will be logged and reviewed as general feedback, but an investigation outcome cannot be reported back to you without contact details. 
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