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SPIRIT Advocacy Complaints Policy and Procedure 
 

1 Introduction 

1.1 SPIRIT Advocacy takes any complaint made against a member of its staff, 
volunteers, service, activities – or its decisions very seriously.  When a complaint 
has been made, the complainant has the right to have his or her concerns 
investigated and a full and prompt written response given on behalf of SPIRIT 
Advocacy. 

 
1.2 A complaint may be made about any matter connected with the services or 

activities provided by SPIRIT Advocacy or by anyone affected by the actions of 
SPIRIT Advocacy, its staff, volunteers or Board 

 
2 Responsibility for complaints arrangements 
2.1 SPIRIT Advocacy operates a three-stage complaints process to ensure that all 

complainants have the opportunity to have their complaint fully considered at an 
appropriate level. 

 
2.2 Stage one - complaints will be addressed to the Line Manager of any staff member, 

or staff member responsible for an individual volunteer or volunteers, where there is 
a complaint about an individual. 

 
2.3 Stage two - in the event that a complaint cannot be resolved at stage one, or a 

complaint involves a working practice or policy of SPIRIT Advocacy, complaints will 
be addressed to the SPIRIT Advocacy Manager. 

 
2.4 Stage three - If the complainant is still unhappy they may make a complaint to the 

Board of Directors of SPIRIT Advocacy.   
 
2.5 If a complaint cannot be resolved with SPIRIT Advocacy a complainant may be 

advised of further, external, avenues which may include the Scottish Independent 
Advocacy Alliance, the Scottish Public Services Ombudsman or funders of the 
particular service in question. 

 
3. Outcomes 

3.1 This policy and its supporting procedures aim to:- 
 

 Find out what happened; 

 Satsify the complainant that their concerns have been addressed and involve 
them in decisions about how their complaint is handled; 

 Where a complaint is upheld, make sure a complainant receives an apology; 

 Take into account the outcome of any investigation relating to the complaint, 
in order to improve the way that SPIRIT Advocacy functions. 

 
4 Procedure for dealing with complaints 
4.1 A procedure and staff guidance notes have been established to support this policy 

and to give clear guidance on how to make and handle complaints. 
 

5. Additional information 

5.1 All complaints made to SPIRIT Advocacy will be treated seriously and in confidence  
5.2 Where a user of SPIRIT Advocacy services or anyone affected by the actions of 

SPIRIT Advocacy wishes to make a complaint but requires support to do so, 
SPIRIT Advocacy will seek to ensure that the complainant is advised of sources 
providing independent support. 


