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Here at FoodCycle we work really hard to create a great environment for volunteers, 
employees and guests (beneficiaries). Although we hope there aren’t, inevitability 
there may be a complaint along the way. If you do have a complaint, please read 
through this policy. 
 
 We define a complaint as something you are unhappy about.  For example: 
 

- Our standards of service 
- The actions of FoodCycle or their lack of action towards something 
- The people who are representing FoodCycle 
- The food 

 

Policy Statement 
 
1.) Any person can make a complaint about:  

a) An employee  
b) A volunteer or guest of FoodCycle  
c) A FoodCycle event 
d) FoodCycle’s Food 
 

2.) The complaint may be about the conduct of a) or b)  
 
3.) The complaint may be about the conduct of the organisation.  
 
All complaints are taken seriously.   
All complaints are dealt with in confidence. 
All complaints are dealt with in the same way.   
 
FoodCycle is committed to serving the best interests of all our stakeholders. The 
way in which we ensure this happens is by listening and responding to the views of 
our entire team inclusive of volunteers, guests (beneficiaries) and stakeholders. If a 
complaint is made, we will work together in order to rectify the problem that has 
arisen. 
 
As an organisation we aim to ensure that:  
 

• It is easy to express dissatisfaction and lodge complaints.  
• We treat all complaints as quickly and timely as possible and will address it 

and respond to it politely and, when appropriate, confidentially.  
• We take on board and learn from complaints and utilise them to better our 

service to all stakeholders concerned.  

• We review our complaints policy and procedures annually.  
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To make a complaint, please see the Complaints Procedure. 
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Complaints Procedure 
 
FoodCycle is committed to supporting all of its volunteers. If a volunteer has a 
complaint about either another volunteer or guest (beneficiary) of FoodCycle, or an 
aspect of FoodCycle activities, then the complaints procedure should be followed. 
 

Policy Statement  
 
A complaint is understood to mean something that you are unhappy about and wish 
to be resolved. This might include the actions of other FoodCycle volunteers or their 
lack of action; the actions of a guest (beneficiary) (ie. a recipient of the food); the 
facilities used by FoodCycle when conducting activities. We want all our volunteers 
to understand that complaints will be taken seriously and in confidence, and that all 
complaints are dealt with in the same way. 
 
In the case of a complaint from a volunteer working with another volunteer or  a 
Project Leader,  the first thing to do is  to speak to the volunteer and in some cases 
raise your issue with a Project Leader and see if the matter can be resolved 
informally.  
 
If the complaint cannot be resolved informally within the Project, then matters 
should be referred to the Regional Manager and they will strive to respond to any 
complaints quickly and thoroughly following the complaints procedure.  
 
Complaints Procedure Stages: 
 
Stage 1   

• Head Office staff should be contacted and the complaint should be made in 
writing. This written complaint can either be emailed directly to a regional 
manager or to projects@foodcycle.org.uk, or posted to: 

 
  Head of Programmes  
FoodCycle 2.16  
The Food Exchange  
London  
SW8 5EL 
 

• In your letter / email you should set out the details of your complaint, the 
consequences for you as a result, and the remedy you are seeking.  

• You can expect your complaint to be acknowledged within 4 working days of 
receipt. You should get a response and an explanation within 15 working 
days.  

 
Our contact details can be found at www.foodcycle.org.uk/contact-us  
 
Stage 2  

mailto:hubs@foodcycle.org.uk
http://www.foodcycle.org.uk/contact


Complaints Policy and Procedure V4.180820 

FoodCycle is a company limited by guarantee (number 7101349) and a registered charity in England and Wales 
(number 1134423). 

4 

 

• If the initial response you receive is not satisfactory then you can write to 
FoodCycle’s Chief Executive and ask for your complaint and response to be 
reviewed.  

• FoodCycle’s aim is to resolve all matters as quickly as possible. However, 
inevitably some issues will be more complex and therefore may require a 
longer time period to be fully investigated. Consequently, timescales given 
for handling and responding to complaints are indicative. If a matter requires 
more detailed investigation, you will receive an interim response describing 
what is being done to deal with the matter, and when a full reply can be 
expected and from whom.  
 

Stage 3  

• If you are not satisfied with the subsequent reply from FoodCycle’s Chief 
Executive, then you have the option to contact the Chair of the Trustees.  

• You can write to the Chair at FoodCycle’s office address.  
• Please state the reason behind your dissatisfaction concerning the complaint 

and its resolution. As the complainant, you must do this within 10 working 
days of receiving the written response from FoodCycle’s Chief Executive.  

• We aim to respond within 10 working days to inform you of the action that 
will be taken in order to investigate your complaint.  

 
Stage 4 

• If the complainant is still unhappy after stage 3, they can appeal against the 
decision. The matter will be referred to an independent enquiry panel.  

• The complainant has the right to appear before the appeals panel. 
• The panel will make a recommendation to the board and the decision of the 

full board following this recommendation is final.  
 
 
Notes 
 
1) At all stages, the complainant has the right to be represented by a person of their 
choice, whose role must be made known to FoodCycle in advance. 
 
2) Should the complaint involve misconduct by a volunteer or employee, then the 
disciplinary procedure may be started at any stage. Should this procedure begin, 
then the complaints procedure will wait for the outcome of the disciplinary 
proceedings.  
 
3) The independent enquiry panel will be appointed by the board of trustees and 
directors. The complainant will be informed of all members of the panel before the 
meeting. All complaints will be kept in a central file at FoodCycle’s central office. 
 


