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1INTRODUCTION

Peterhead FC Community Foundation (PFCCF) aims to provide a professional and
approachable service for members of the public, customers, and service users. PFCCF
works hard to ensure a high level of customer service is provided by our employees.

We welcome all comments and feedback about the way we work, whether positive or
negative. If you have a complaint or problem, we will aim to resolve it as quickly and
efficiently as possible in a personal, fair, and confidential way.

The purpose of our complaints handling procedure is to ensure that we:

e listen and are responsive to anyone that raises an issue with us, in a consistent
manner that respects confidentiality.

e record complaints consistently and monitor what we record.
e use complaints positively as an opportunity for learning and improvement.
Step 1 - Tell us of the issue.

Most complaints can be resolved at the initial time of the problem. Please make a member of
PFCCEF staff aware if you encounter a problem and they will do their best to resolve it immediately.

If your complaint cannot be resolved on the day contact us:
e Telephone: 01779 478256
e Email: - office@peterheadfc.co.uk

Complaints in writing to: -

e PFCCF Secretary, PFC Community Foundation, Balmoor Stadium, Balmoor Terrace,
Peterhead AB42 1EQ

Step 2 — We will respond to your complaint.

We will acknowledge your complaint within 5 working days of receipt and send a full response
within 21 working days. PFCCF will seek to resolve all complaints within this timescale, however
if this cannot be done PFCCF will update the complainant on the progress of the complaint.

Please note that if a complaint resulted in staff disciplinary action this is dealt with under our Staff
Disciplinary Policy and the complainant will not be informed of the outcome.

Step 2a - False or Malicious Allegations

Where an investigation has been conducted and the complaint / allegation has been malicious or
unfounded, the accused staff member or volunteer will receive an account of the complaint and
investigation. The affected person may wish to seek legal advice where appropriate.

Where a false or malicious allegation is found to have taken place, in these circumstances PFCCF
reserves the right to discontinue access to PFCCF activities for the complainer.

Step 3 - if you remain dissatisfied.

If after 28 days, you are dissatisfied with the progress of the complaint you have the option of
taking the complaint in writing to the Chair of Trustees.

The appeal must identify the specific decision being appealed and set out the grounds of appeal
and any additional information that should be considered.

If you remain dissatisfied with our response you can contact the Charity Commission for advice:
https://www.gov.uk/government/organisations/charity-commission

Data Protection

Details of complaints are recorded and stored in line with PFCCF’s data retention policy. If you
use this complaint procedure you agree that we can use personal information you share with us
for purposes solely connected to your complaint.
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