Complaints Policy
General feedback
The Linacre Institute always welcomes feedback and if you wish to comment on our work
then please write to us at feedback@linacreinstitute.org
We appreciate all feedback and welcome positive and constructive views on how we might
improve. In some circumstances we may wish to contact you directly to discuss your
comments in more detail.
Making a formal complaint
If for any specific reason you wish to raise a formal complaint then please write to the
Executive Director, The Linacre Institute, 15 Queen Square, Leeds LS2 8AJ or via email
complaints@linacreinstitute.org
We consider a complaint to be a serious matter as it is an expression of dissatisfaction about
the standards of service, actions or lack of action by The Linacre Institute, our staff or
anyone else involved directly in the delivery of our work.
All complaints will be acknowledged promptly, taken seriously and properly investigated;
dealt with confidentially and fairly and responded to appropriately.
If the Executive Director is unable to consider the complaint, it will be dealt with by another
member of the Executive team or by a designated trustee(s).
Complaints should be made within three months of the relevant incident, although in
exceptional circumstances at our discretion we may respond to a complaint that is older.
Please make sure you include your name, address and contact telephone number in your
email or letter so we can get in touch with you easily.
Responding to a Complaint
We will acknowledge your complaint within three working days of receiving it and will send a
formal response as quickly as we can, normally within one calendar month.
You should be aware that if the issues raised in your complaint are complex then this may
need to be investigated more thoroughly and this could extend the time it takes to respond to
your complaint. We will keep you updated as to when you can expect to hear back from us.
There may be cases from time to time, where we might receive complaints about issues or
matters that we are not able to comment on at that time. There might also be exceptional
situations where we decide not to respond to a complaint for example, persistent
unreasonable or vexatious complaints or where the person making the complaint is being
abusive or offensive or where the complaint has been made anonymously.
If you are not happy with the response, please let us know. We will acknowledge this within
three working days and send a further formal response, again within one calendar month.
If you remain dissatisfied with how we have handled your complaint, you can contact the
Charity Commission for advice. (0845 300 0218 or www.charitycommission.gov.uk).
Please note that to investigate your complaint and respond to you, we will maintain a record
which will include your details. If you would like information about how we how maintain
data, please refer to our Privacy Policy (link needed)

Please note this complaints process should not be used to raise a direct safeguarding
concern. Safeguarding concerns should be raised via the process detail outlined in the
safeguarding policy (link needed)

