
 

 

 
 

 
 

Complaints Policy 
 

Why do we have this policy? 

Barnwood Trust joins with the people, communities and organisations in 

Gloucestershire’s disability and mental health movement—creating change 

so that disabled people and people with mental health conditions have 

choice of opportunities, access their rights, and are included where they live. 

To do this well, it is important that we receive and act on feedback. If we get 

things wrong, we want to know about it. We want our complaints process to 

help us to resolve complaints as quickly and effectively as we can. We treat 

all concerns seriously and hope to learn from them, so that we continue to 

improve the way we build relationships, carry out our work, and award our 

grants. 

What is a complaint?  

A complaint is an expression of dissatisfaction by a person or persons. It is 

feedback about the way we work at Barnwood Trust and through our 

funding activities.  

Our approach to handling your complaint 

We treat all complaints that we receive as an opportunity to improve. If we 

have made mistakes, we are committed to recognising them so that we can 

apologise for them, prevent them happening again and make things better 

in the future. 

How do you make a complaint? 

We would like you to make your complaint in a way that you are 

comfortable with. This could be by making a phone call, by speaking to 

somebody in person, or by sending us something in writing in a letter or in an 

email. 

You may ask someone to help you make your complaint. If so, please ask 

them to tell us that they are making a complaint on your behalf. 

1. Firstly, if you have already connected with someone at Barnwood 

Trust (perhaps somebody you have been talking to or working with), 



 

 
 
 

 
 

 

 

 
 

please go to them with your comments. They may be able to help put 

things right for you.  

We expect that most complaints can be resolved like this. Barnwood 

Trust employees and volunteers are able to respond to general 

concerns and complaints that may arise within their areas of work.  

2. In the event that:  

a. You don’t feel happy with the outcome following this first 

response to your complaint, or 

b. You feel uncomfortable or that it’s inappropriate to raise your 

concerns with your main contact at the Trust, or 

c. You have concerns regarding a Trust employee or a volunteer, 

we ask that in these instances you put your concerns in writing to our 

Chief Financial Officer (CF, Alex Bray at 

alex.bray@barnwoodtrust.org  by post at Barnwood Trust, Overton 

House, Overton Road, Cheltenham, GL50 3BN, or by phone on 01242 

539935. 

  

3. If you wish to complain about our Chief Financial Officer (CFO), or a 

decision they have made in response to your complaint, please direct 

your complaint to the Chief Executive Officer (CEO), Matt Little at 

matt.little@barnwoodtrust.org  by post at Barnwood Trust, Overton 

House, Overton Road, Cheltenham, GL50 3BN, or by phone on 01242 

539935or by phone on 01242 539935 

For us to be able to help you effectively please: 

• Give us very clear details explaining the nature of your 

complaint 

• If you have already spoken to someone from The Trust please 

explain why you have been dissatisfied with our response so far 

• Tell us what you would like us to do to put things right 
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4. If you wish to complain about our CEO, please direct your complaint 

to Chair of Trustees, Colin Smith at info@barnwoodtrust.org, by post 

at Barnwood Trust, Overton House, Overton Road, Cheltenham, GL50 

3BN, or by phone on 01242 539935 

How complaints will be handled 

All complaints will be treated with an appropriate level of confidentiality. 

Information will be shared with employees and volunteers who need to assist 

in understanding what has happened, and to enable The Trust to respond 

appropriately.  

Also, when we look into a complaint, we may discover that it is not 

appropriate to share all of our findings with you when we respond. This may 

be for data protection or confidentiality reasons. 

We will be careful to keep you informed about how we will handle your 

complaint, especially if an immediate resolution cannot be found. We will 

also try to give you an estimated timescale in which we hope to do this. 

Complaints related to applications for funding 

If your complaint is about a Barnwood Trust funding you have applied for: 

1. Contact the Funding Team member responsible who will be able to 

clarify any conditions or rules that apply to our Funding process and if 

your application has been fairly assessed by these. 

2. In the event that you are not satisfied by the response, contact Head 

of Funding, Liam Daniels atliam.daniels@barnwoodtrust.org 

3. If you are not happy with the response you have received from Liam 

Daniels, then please use the complaints procedure set out above and 

contact Alex Bray - CFO, on behalf of the Leadership Team. 

4. The Individual Grants Team work with suppliers and contractors to 

supply items on our behalf for grants we have awarded. If your 

complaint is about an item received through a supplier, the Funding 

Team will be able to help contact them on your behalf.  

mailto:info@barnwoodtrust.org


 

 
 
 

 
 

 

 

 
 

 

Complaints and safeguarding 

If you have a complaint about something or someone that Barnwood Trust 

has no direct control over or responsibility for, but where a safeguarding 

issue has been identified, contact Jess Waterman, Designated 

Safeguarding Lead at jess.waterman@barnwoodtrust.org   

The Trust may refer the complaint to the appropriate authority including: 

Gloucestershire Adult Social Care Helpdesk 

Telephone: 01452 426 868 

Email: socialcare.enq@gloucestershire.gov.uk 

Gloucestershire Children & Families Helpdesk 

Telephone: 01452 426 565 

Email: childrenshelpdesk@gloucestershire.gov.uk 

Complaints about processing personal data 

• Data Subjects with a complaint about the Processing of their Personal 

Data should put their complaint in writing to the Trusts Data 

Protection Lead (DPL) - Chief Financial Officer at 

alex.bray@barnwoodtrust.org  

• Our DPL will ensure an investigation of the complaint is carried out on 

the merits of the specific case and will inform the complainant of the 

progress and the outcome of the complaint within a reasonable 

period. 

• If the issue cannot be resolved through consultation with the 

complainant, they may, at their discretion, raise their concern with the 

Information Commissioners Office (ICO). 

  

mailto:jess.waterman@barnwoodtrust.org
mailto:socialcare.enq@gloucestershire.gov.uk
mailto:childrenshelpdesk@gloucestershire.gov.uk
mailto:alex.bray@barnwoodtrust.org
https://ico.org.uk/make-a-complaint/


 

 
 
 

 
 

 

 

 
 

Complaints that we may not be able to respond to: 

• When someone is unreasonably or repetitively submitting complaints 

that Barnwood Trust has already responded to. We will confirm the 

review that has already taken place without repeating the process. 

• When a complaint is abusive, prejudiced or offensive in any way 

• When we consider a complaint to be harassing a Barnwood Trust 

employee or volunteer 

• Barnwood Trust cannot respond to complaints made anonymously. 

We will try to review the complaint and use that information to 

improve in any way that we can. 

Making a complaint to an external regulator 

If your complaint is about Barnwood Trust and the work we carry out as a 

Charity, or you do not feel completely satisfied by our responses through the 

above processes then you can contact the Charity Commission: 

Charity Commission,  

PO Box 211,  

Bootle,  

L20 7YX 

0300 066 9197 (open Monday to Friday, mornings only). 

https://www.gov.uk/government/organisations/charity-commission 

 

Review and Approval 

This policy has been approved by the Leadership Team and will be reviewed 

on a biennial basis. 

Document Control  

Issue No. Issue Date  Issued by  Amendment Approved by  Review Date  

2 March 2024 HoE&I July 2026 Leadership Team April 2028 
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