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External feedback, complaints and whistleblowing Policy 
Sandness Community Development Ltd
1. Overview
1.1 Sandness Community Development aims always to behave and operate to high standards. Whether you think we’re doing well, or feel we need to do better, we value your opinion and want to hear from you.
1.2 If you would like to comment upon or have a discussion about the plans and activities of Sandness Community Development, please get in touch.
1.3 If you are not happy with the plans and activities of Sandness Community Development in any way, please let us know. We welcome the opportunity to put matters right, for you and for others who might face the same situation in the future. 
1.4 If you feel that your concern warrants a whistleblowing complaint, please use this process.
1.5 This policy has been informed by good practice across the charity sector. 
1.6 The ways you can contact us are listed at the end of this policy.
2. What to do if you would like to offer feedback?
2.1 First, if this is about something specific, and if you feel able to, please speak to the person involved to let them know. The people closest to the situation often know most about what is going on and why.
2.2 If you feel unable to approach those directly involved, or if the matter you want to discuss is more about the overall direction, plans and activities of Sandness Community Development, then please write to the Secretary of Sandness Community Development. 
3. What to do if you are not happy?
3.1 First, if you feel able to, please speak to the person involved in a calm and constructive way. The people closest to the situation can deal with most problems quickly. 
3.2 If you are unhappy with the response or feel unable to approach those directly involved, then please write to the Secretary of Sandness Community Development.
3.3 Whatever method you choose, we will deal with the matter in the same way.
4. What happens next?
4.1 We will respond to you within 7 working days. We will tell you who is dealing with it, by when we hope to respond fully, and, if appropriate, how long the investigation will take.
4.2 We aim to resolve complaints within 21 working days. Some complaints take longer to investigate. When they do, we will contact you to tell you when you can expect a response.
4.3 We will handle all comments and complaints sensitively, recording your feedback or complaint and following relevant data protection requirements. We will use the information to help us improve what we do.

5. What if I’m not satisfied with the response?
5.1 If you have made a complaint and are unhappy with the response you receive or with the way your complaint has been handled, you can appeal by writing to the Chair of the Board of Sandness Community Development. S/he will look at the situation and decide if further action is needed.
5.2 If, after the steps described above, you are still unhappy, you can seek advice from the Citizens’ Advice Bureau about the options available to you. 
5.3 If your concern is in relation Sandness Community Development as a registered company, then you can contact Companies House (see: https://www.gov.uk/complain-company) 
5.4 If your concern is in relation to Sandness Community Development as a registered charity, then you can contact the Office of the Scottish Charity Regulator (OSCR) (see: https://www.oscr.org.uk/about-charities/raise-a-concern/) 
5.5 If your concern is in relation to the fundraising activities of Sandness Community Development, then there is recourse to the Scottish Fundraising Regulator and its Code of Practice. 
5.6 Overall responsibility for this policy and its implementation lies with the Board of Directors of Sandness Community Development.

Contacts:

Chair of Sandness Community Development: 
Brian Ashley: Brimtod, Bousta, Sandness, Shetland ZE2 9PL

Secretary of Sandness Community Development:
Sorley Johnston, Muckle Bousta, Sandness, Shetland, ZE2 9PL

Email for Sandness Community Development:
sandnesscd@gmail.com 
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