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Complaints, 

Comments and 

Compliments Policy  
 

Overview 

CDF’s aim is to provide an efficient and effective service at all times. However, sometimes 

things go wrong and when this happens we want to remedy matters quickly. 

 

We welcome your complaints and comments, because your views about CDF are essential 

in helping us continuously improve our services. 

 

Complaints 
We define a complaint as an expression of dissatisfaction about the standard of service 

provided by CDF. Complaints will normally fall into four categories: 

 

 Those about the service we provide or do not provide  

 Those about the way we provide the services 

 Those about staff attitude 

 Those about CDF policies affecting individual stakeholders or groups of stakeholders 

 

We do not consider an enquiry about a service or an initial request for a service or an 

explanation of CDF’s policy position as a complaint. However, your comment on any 

aspect of our work is welcome, as this would help us in monitoring and improving our 

standards. 

 

Who can complain? 
Anyone providing or receiving a service for/from CDF can complain.  

 

How will CDF deal with your complaint? 
CDF will deal with your complaint as quickly as possible. We will be fair, courteous and 

helpful. We will also treat complaints seriously, confidentially and in line with our equal 

opportunities policy. CDF will keep you informed and will also keep written records and 

monitor all complaints. 
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How to complain 
 

Level 1 
A complaint can be made verbally or, preferably, in writing to any CDF staff and in 

particular frontline staff with whom you have direct contact. We will try our best to 

resolve your complaint immediately. However, if this is not possible, your complaint will be 

acknowledged within 3 working days and will be passed on to the appropriate manager, 

who will investigate and send a written reply within 10 working days. 

 

Level 2 
If you are not happy with the response, you can apply in writing to CDF’s Chief Executive 

for a review of your complaint. You will receive a reply from the Chief Executive within 

twenty-one working days. 

 

Level 3 
If you are dissatisfied with the Chief Executive’s review, you have a right to appeal to the 

Board of Trustees. An appeals panel consisting of three members of the Board of Trustees 

will be constituted to hear your appeal.  

 

What we will do 
If your complaint shows that CDF has failed in some way and is at fault, we will offer: 

 An explanation 

 An apology 

 Action to rectify things and reassure you that the problem will not happen again 

 Compensation, if appropriate, especially where financial loss has occurred. 

 

Monitoring 
All complaints are registered and monitored to ensure that we learn from our mistakes. 
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Complaints and Compliment form 
 

Client reference no:   

 

Name:  …………………………………………………… 

Address: …………………………………………………… 

  …………………………………………………… 

…………………………………………………… 

Phone number: (Home)…………………… (Work) …………………… 

 

Please provide below any information you feel may be relevant. Please inform us if you 

have already written or spoken to someone in CDF about it and provide any other details. 

 

  

 

 

 

 

 

 

 

 

 

 

Please forward this form to: 

Community Development Foundation 

Unit 5 Angel Gate 

320-326 City Road 

LONDON  EC1V 2PT 

Tel: 020 7833 1772  Fax: 020 7937 6584 

 


