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Complaints	Procedure	
	
DSC	Regen	seeks	to	ensure	the	highest	possible	standards	of	quality	and	service	
to	partners,	 funders,	users	and	all	 those	with	whom	DSC	Regen	has	dealings	 in	
line	 with	 its	 purpose	 and	 core	 values,	 limited	 only	 by	 available	 funding	 and	
staffing	resources.	Individuals	or	groups	can	complain	if	they	think	that:	
1. we	have	not	treated	them	politely;	
2. we	have	discriminated	against	them	or	have	not	treated	them	fairly;	
3. we	have	failed	to	follow	our	own	policies	and	procedures;	
4. we	have	given	them	incorrect	information	or	advice.	
	
DSC	Regen	will	ensure	that	an	individual	will	not	be	victimised	if	they	carry	out	
one	of	the	following	protected	acts:	bringing	proceedings	under	the	Equality	Act	
2010;	giving	evidence	or	information	in	connection	with	such	proceedings;	doing	
anything	which	 is	 related	 to	provisions	of	 the	Equality	Act	2010;	or	making	an	
allegation	 that	 someone	else	has	done	 something	 in	breach	of	 the	Equality	Act	
2010.	If	a	complaint	is	made	about	DSC	Regen’s	standards	of	service,	our	policy	is	
to	ensure	that	the	complaint	is	satisfactorily	dealt	with	and,	where	necessary,	to	
take	 corrective	 action.	We	will	 respond	 to	 the	 complaint	 in	writing	within	 ten	
working	 days.	 Complainants	 not	 satisfied	with	 our	 response	 can	 register	 their	
dissatisfaction	with	the	Chair	of	DSC	Regen.	This	must	be	done	with	four	weeks	
of	the	date	of	our	response.	
	
Complaints	Procedure	
If	you	are	not	happy	with	the	service	you	have	received	from	DSC	Regen:		
	
Stage	One:		
Contact	 the	 person	 you	 dealt	 with	 and	 ask	 them	 to	 put	 it	 right.	 If	 this	 is	 not	
possible	or	you	remain	dissatisfied,	you	can	make	a	formal	complaint.	
	
Stage	Two:		
Please	 contact	 the	 Project	 Manager	 and	 discuss	 your	 complaint.	 They	 will	
attempt	to	resolve	your	complaint.	A	written	response	will	be	made	within	ten	
working	days	of	receipt	of	your	complaint.	Verbal	responses	will	be	confirmed	in	
writing.	 Unless	 you	 wish	 to	 pursue	 the	 matter	 further,	 the	 complaint	 will	 be	
considered	to	have	been	resolved	and	a	record	will	be	made	on	the	project	file.	
You	can	request	a	copy	of	this	record	if	you	choose	to.	
	
If	 you	 are	 still	 dissatisfied,	 you	may	wish	 to	 consider	 using	 Stage	Three	 of	 the	
Complaints	Procedure.	
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Stage	Three:	Formal	Written	Complaint	to	the	responsible	director	
Please	write	 to	 the	Director,	Operations	 at	DSC	Regen,,	 200a	Pentonville	Road,	
London,	 N1	 9JP.	 Your	 letter	 should	 explain	 who	 you	 are,	 the	 nature	 of	 your	
complaint,	 the	 name	 of	 the	 DSC	 Regen	 officer	 concerned,	 why	 you	 are	
dissatisfied,	what	you	would	like	to	see	happen	and	any	other	points	you	feel	are	
relevant.	 You	 will	 receive	 an	 acknowledgement	 that	 your	 complaint	 has	 been	
received	 and	 is	 being	 investigated	 within	 five	 working	 days	 of	 receipt.	 The	
Director,	 Operations	 will	 work	 with	 you,	 the	 officer	 concerned	 and	 their	 line	
manager,	to	resolve	the	complaint	and	agree	action	points.	We	will	probably	talk	
to	 you	 over	 the	 phone	 and	 arrange	 face-to-face	 meetings	 where	 necessary.	 A	
written	 response	 will	 be	 made	 within	 ten	 working	 days	 of	 receipt	 of	 your	
complaint.	Verbal	responses	will	be	confirmed	in	writing.	
	
Unless	you	wish	to	pursue	the	matter	further,	the	complaint	will	be	considered	
to	have	been	resolved	and	a	record	will	be	made	on	the	project	file,	with	a	copy	
filed	in	DSC	Regen’s	complaints	file.	
	
If	you	are	still	dissatisfied	you	may	proceed	to	the	final	stage	of	the	procedure.	
	
Stage	Four:	Complaint	to	the	Board	of	Trustees	
The	final	stage	of	this	procedure	is	for	you	to	write	to	the	Chair	of	DSC	Regen	at	
DSC	 Regen	 200a	 Pentonville	 Road,	 London,	 N1	 9JP	 marking	 the	 envelope	
“CONFIDENTIAL”,	within	 four	weeks	 of	 the	 date	 of	 our	 response	 to	 the	 above.	
The	 Chair	will	 consider	 your	 complaint	 and	will	 decide	whether	 to	 convene	 a	
panel	of	members	of	the	Board;	they	are	unpaid	volunteers	and	are	independent	
of	 the	employed	staff.	The	Chair,	or	his/her	nominated	deputy,	will	 respond	 to	
you	 within	 28	 days,	 advising	 you	 how	 s/he	 is	 dealing	 with	 your	 complaint,	
including	whether	 s/he	will	 deal	with	 it	 themselves,	 or	whether	 a	 Complaints	
Panel	will	be	convened.	
	
A	 Complaints	 Panel	 will	 usually	 comprise	 of	 two	 Board	members	 and	 will	 be	
attended	 by	 the	 complainant	 and	 the	 relevant	 line	 manager.	 The	 panel	 will	
normally	meet	within	a	further	14	days	and	agree	what	action	should	be	taken.	
The	complainant	may	request	to	bring	a	representative	with	them	if	 they	wish.	
The	panel’s	decision	and	agreed	actions	will	be	communicated	to	you	in	writing	
within	five	working	days	of	the	meeting	referred	to	above.	If	this	is	not	possible,	
you	will	receive	a	written	explanation	for	the	delay	within	that	five	day	period.	A	
record	 will	 be	 made	 on	 DSC	 Regen’s	 complaints	 file	 of	 how	 the	 matter	 was	
resolved.	
	
	


