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COMPLAINTS NOTICE 

POLICY AND PROCEDURE FOR COMPLAINTS  

Three Towns Growers (TTG), Elm Park Community Gardens and Allotments, Park View, KA22 7BJ. 

TTG aim to provide its Plotholders/Raised Bed holders (thereinafter referred to as Licensees), members, 

organisations and individuals with the best possible experience. TTG positively welcome suggestions 

that individuals may have for how they can improve the function of the Allotments.  

Occasionally, differences of opinion may lead to Licensees or Members having opposing views to their 

peers. On most occasions these issues can be easily resolved through mature discussion, empathy and 

accepting there are different ways to do things with all opinions being valid although not necessarily 

agreed upon. However, there are occasions where through discussion, resolution may not easily be 

reached. 

Similarly, there are occasions where Licensees and Members may not be satisfied with the 

arrangements made by The Board of Trustees (thereinafter referred to as The Board). It’s important that 

The Board listen to Licensees and Members in order to continue to improve the allotments. However, it 

is also important that Licensees and Members accept that The Board are all Volunteers and attempt to 

do their best with the time they have. 

Therefore, The Board asks that if you remain dissatisfied after initial attempts at obtaining a resolution 

with your peers or find that you remain dissatisfied with the aspects of the running of the allotments, 

that you follow the procedure below. 

This procedure will refer to the three main entities and is sectioned into three parts to provide clarity for 

each party below: 

The Complainant – the individual(s) making the complaint. 

The Respondent – the individual(s) the complaint may be against (there may not always be a 

Respondent(s) if the complaint is regarding processes and decisions). 

The Board – who will invoke this procedure to bring resolution to the complaint. 
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Section 1 - The Complainant: 

1. In the first instance, where there are issues in respect of fellow Licensees or Members, The Board 

suggests using mediation and encourages an open, friendly discussion between parties to bring 

the situation to a swift resolution. Any challenges should be respectful as it may be that other 

individuals may see things from a different perspective.  

2. If the Licensees or Member does not feel comfortable doing this or if mediation is not gained, 

they should then approach any member of The Board. who may speak with both parties to 

attempt to find a solution. This is known as a Stage One Complaint. 

3. If the issues is deemed serious, or if the Complainant is not satisfied after raising with The Board 

Member or advised by the Board Member to make a formal complaint, the Complainant should 

make a formal written complaint to The Board. The complaint should be made in writing, marked 

‘Private and Confidential’ and sent to the Secretary who will acknowledge it in writing - normally 

within Seven days of receipt. The Complainant is advised to keep a copy of this complaint. If the 

Complainant requires an interpreter or advocate to help make their complaint, The Board can 

arrange this. This is known as a Stage Two Complaint. 

4. The Secretary -in consultation with the Chairperson – may decide to redact names at this point 

which will be dependent of the sensitivity of the complaint or for safeguarding purposes.  

5. The Respondent shall be contacted by the Secretary in order for them to present their side of the 

complaint. They will have Fourteen days to formally respond. 

6. After the Fourteen days from the Respondent being requested to formally respond, the full 

details of the complaint will be investigated at the next available closed meeting of The Board 

(no general members present) from which the findings will be agreed by the majority present 

and a decision made.  

7. The Secretary shall communicate the findings and decision of the investigation to the 

Complainant in writing within a reasonable time – normally Fourteen days. 

8. The Complainant has the right of appeal If dissatisfied with the outcome of the Stage Two 

investigation. If they decide to appeal the outcome, they must submit the grounds of their 

appeal (in writing) within Seven days of the outcome to request a hearing in person to a Panel 

comprising at least three members of The Board. The Complainant has the right to be 

accompanied by a friend or advocate to support them. The Panel also has the right to have an 

advisor present. This is known as a Stage Three complaint. The Secretary will write to the 

Complainant informing them of the date, time and location of the Hearing within a reasonable 

timescale. 

9. Additionally, if The Board feels that they do not have significant information to come to a 

decision, they may initiate a hearing to be held either face to face or on a recognised social 

10.  media platform and will write to the Complainant and/or Respondent to attend (separately) for 

additional points of clarification to be heard. All parties have the right to be accompanied by a 

friend or advocate to support them as above. This is still part of the Stage Three process. 

11. If the Complainant does not wish to attend a hearing, The Board may proceed without them with 

a decision made in their absence. 

12. The decision of the panel following the Stage Three complaint hearing will be communicated in 

writing to the Complainant - normally within Fourteen days. However, if the Respondent appeals 

the decision if they are to be expelled (they have Seven days to do so in writing) then Section 

11.2.2 of the Constitution of Three Towns Growers will be invoked which may delay the final 

decision. 
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13. If the Complainant remains dissatisfied with the final decision, they may refer the dispute to the 

Landlords Senior Manager Legal Services, Cunninghame House Irvine, KA12 8EE. 

14. All formal complaints and the responses made during the entire complaint’s procedure will only 

be held as long as necessary as required under GDPR legislation. 

15. If the complaint refers to either the Secretary or Chair of The Board, the letter of complaint may 

be formally addressed to any other member of The Board. 

16. The Board reserves the right to redact any name on a complaint for sensitivity or safeguarding 

purposes. 

17. Contact with Board members via personal telephone, social media platforms or emails will not 

be recognised as official routes for the complaint’s procedure and will not be acted upon. 

 

Section 2 - The Respondent: 

1. Should a Licensee or Member become the source of a complaint and the Complainant does not 

feel able to discuss the issue directly with them, they will be contacted by a Board member in the 

hope that resolution can be made without the formality of entering into the full complaints 

process. This is the Stage One complaint. 

2. If the situation does not resolve at this stage or The Board decides the matter is too serious to be 

dealt with in this way, the complaint may move directly to Stage Two whereby the Secretary will 

contact the Licensee or Member in writing informing them of the complaint in summary. The 

Licensee or Member will hereafter be referred to as the Respondent. Please note that for 

Safeguarding purposes, some details/names may be redacted at this time. 

3. The Respondent will have no more than Fourteen days from receiving a written summary of the 

complaint to formally respond to the Secretary to address the complaint.  

4. If the Respondent does not formally respond within the Fourteen days, The Board will continue 

with the complaint and come to a decision. There will be no opportunity for the Respondent to 

appeal the decision in this instance which will be final. 

5. If the Respondent formally responds to the Secretary addressing the complaint within the 

Fourteen days, this may be brought for investigation at a closed Board meeting. The Secretary in 

consultation with the Chairperson may continue to redact names for sensitive or safeguarding 

purposes. The findings of the investigation will form the decision The Board will make, which will 

be given in writing to both the Respondent and Complainant - normally within Fourteen days.  

6. The Respondent has the right of appeal If dissatisfied with the outcome of the Stage Two 

investigation. If they decide to appeal the outcome, they must submit the grounds of their 

appeal (in writing) within Seven days of receiving the Stage Two outcome to request a hearing in 

person to a Panel comprising at least three members of The Board. The Respondent has the right 

to be accompanied by a friend or advocate to support them. The Panel also has the right to have 

an advisor present. This is known as a Stage Three complaint. The Secretary will write to the 

Respondent informing them of the date, time and location of the Hearing. 

7. Additionally, if The Board feels that they do not have significant information to come to a 

decision, they may initiate a hearing to be held either face to face or on a recognised social 

media platform and will write to the Complainant and/or Respondent to attend (separately) for 

additional points of clarification to be heard. All parties have the right to be accompanied by a 

friend or advocate to support them as above. This is still part of the Stage Three process. 

8. If the Respondent does not wish to attend a hearing, The Board may proceed without them with 

a decision made in their absence. 
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9. The decision of the panel following the Stage Three complaint will be sent to both Complainant 

and Respondent– normally within Fourteen days of the decision.  

18. If the decision is made to give a written warning to the Respondent and they are dissatisfied with 

this decision, they may refer the dispute to the Landlords Senior Manager Legal Services, 

Cunninghame House Irvine, KA12 8EE. 

10. If the decision is made to expel the Respondent, they may appeal the decision to the Members 

and shall give written notice of their intention to The Board (Constitution of Three Towns 

Growers, Section 11.1.3) within a reasonable time, normally within Seven days of receiving 

notice of their expulsion. 

1. The Respondent will then be entitled to be heard at a General meeting whereby a vote will be 

taken on whether to uphold the Board decision which requires a vote of at least two thirds of the 

Membership present to do so (Constitution of Three Towns Growers, Section 11.2.2). 

11.  The result of the vote will be final and binding. 

12. If the Respondent does not attend the General meeting to be heard, the meeting will be closed 

and the notice of expulsion will stand. 

13. All formal complaints and the responses made during the entire complaint’s procedure will only 

be held as long as necessary as required under GDPR legislation. 

14. Contact with Board members via personal telephone, social media platforms or emails will not 

be recognised as official routes for the complaint’s procedure and will not be acted upon. 

Section 3 - The Board: Guidance on dealing with Complaints 

2. As part of a Stage One complaint, any Board member may be approached by a Complainant who 

may be seeking resolution. The Board member at this stage has three options: 

a) Speak to the Respondent on behalf of the Complainant to bring resolution to the situation. If 

the Board member decides to speak to the Respondent, good practice is to ask a second 

Board member to be in attendance. If no resolution is made, then advise the Complainant to 

raise a formal complaint as part of the Stage Two process.  

b) Seek further advice from a fellow Board member(s) on the best course of action to take 

before committing to any decision. 

c) Advise the Complainant to make a Stage Two complaint in writing (email or letter), 

addressed to the Secretary if deemed serious enough to do so. If the complaint is regarding 

the Secretary, the complaint may be sent to the Chairperson. 

Irrespective of the option chosen, The Board member shall inform The Board of the action 

advised and any action they may have taken at the next available Board meeting at the Closed 

section of the meeting and not in front of general members. The Board member should make a 

judgement as to whether names should be redacted, regardless of the outcome. 

3. The Board shall be informed by the Secretary at the next available Board meeting of the number 

and nature of any formal complaints (Stage Two or Stage Three) as part of the normal 

correspondence as an agenda item. The complaints must have been received officially through 

Three Towns Growers email addresses or by letter. Social media platform messages and personal 

email addresses are not accepted as official routes for complaints. Names may also be redacted 

at this stage as decided by the Secretary in discussion with the Chairperson due to sensitive 

issues or safeguarding concerns. 

4. General issues may be read out at an open meeting. However, issues of a sensitive or 

safeguarding nature shall only be discussed in a closed Board meeting. 
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5. If the complaint is written by or is made against any member of The Board, they will be excluded 

from all Board business related to the complaint unless taking part in the process as a 

Complainant or Respondent. 

6. When receiving a Stage Two complaint, the Secretary will respond in writing to the Complainant 

- normally within Seven days to acknowledge receipt of the complaint. 

7. The Secretary will also write to the Respondent to summarise the nature of the complaint – 

normally within Seven days of receipt of the complaint, requesting a written response on their 

consideration of the complaint. The Respondent will be given Fourteen days to formally respond 

to the Secretary to counter or accept the details of the complaint. 

8. At the end of the Fourteen days for the Respondent to reply to the Secretary, The Board will 

investigate the responses from both Complainant and Respondent at a closed meeting and 

collate the findings to arrive at a decision.  

9. The Secretary shall communicate the findings of the investigation to the Complainant and 

Respondent in writing within a reasonable time - normally Seven days. 

10. If either the Complainant or Respondent is not satisfied with the outcome of the Stage Two 

review and request in writing that they would like a hearing to discuss the outcome or if The 

Board feel a hearing would be beneficial to bring more clarity and help inform their final 

decision, the Secretary will write to both Complainant and Respondent, requesting them to 

attend (separately) for additional points of clarification to be heard at a panel made up with a 

minimum of three Board members. All parties have the right to be accompanied by a friend or 

advocate to support them as above. This is the Stage Three part of the complaints process. It 

should be understood that no new information should be presented to the panel. This process 

shall also be used should a Licensee or Member who is already on a written warning have further 

complaints (unrelated or not) brought against them. 

11. The Board will decide the names and numbers of Panel members. 

12. The Board will decide the location of the Hearing. 

13. The decision of The Board will be communicated to both Complainant and Respondent normally 

within Fourteen days. 

14. If a proposal is made to expel the Respondent, reasonable notice of the intention to expel the 

Respondent shall be given to them specifying the grounds for the proposed expulsion 

(Constitution of Three Towns Growers, Section 11.1) upon which they may appeal the decision 

and shall give written notice of their intention to The Board (Secretary) (Constitution of Three 

Towns Growers, Section 11.1.3) within a reasonable period of time, normally within a period of 

Seven days of receiving the decision.  

15. If the Respondent chooses not to appeal the proposal or does not appeal in writing within a 

reasonable period of time, normally Seven days, the proposed decision of The Board / Panel shall 

be final and binding on all parties. 

16. If the Respondent appeals the proposed expulsion in writing, the Secretary shall inform the 

Membership of the decision and the appeal, giving notice to attend a General meeting no earlier 

than Twenty One days from the notice. The Respondent will be entitled to be heard at that 

meeting. (Constitution of Three Towns Growers, Section 11.2.2) 

17. The Respondent shall be expelled if the Membership present at the General meeting vote at 

least two thirds majority in favour of the Board / Panel decision (Constitution of Three Towns 

Growers, Section 11.2.2). This decision shall be final and binding on all parties.  

18. If the Respondent does not present themselves at the General meeting to be heard, the meeting 

will be closed without a requirement to vote with the original proposal of expulsion standing. 
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19. All outcomes will be recorded by the Secretary with the purpose of undergoing a review of this 

Complaints Procedure annually, as part of a Three Towns Growers lessons learned exercise. 

20. All formal complaints and the responses made to them will only be held as long as necessary by 

the Secretary as required under GDPR legislation. 

The outcomes of an investigation may be as follows and are dependent on the seriousness of the 

issue(s) as found by The Board, Panel and membership (if a general meeting for proposed expulsion is 

called): 

a) No further action taken. Complaint closed. 

b) Written warning for a period of one year to commence on the date the finding and decision was 

made by The Board which shall be held in suspension pending a binding decision should either 

party refer their case to the Landlords Senior Manager at Cunninghame House, which if upheld 

will re-commence from the date the decision was made. Should the Respondent have another 

complaint made against them while the written warning is still active, The Board may move 

directly to Stage Three and repeat the steps 10-18 as above whether the new complaint is linked 

to the previous one or not. 

c) Expulsion from being a Licensee or Member with immediate effect for a period of two years from 

at which point the individual may then reapply to become a Licensee or Member. The individual 

will have a period of Fourteen days to remove any tools, equipment, sheds etc from their 

Plot/Raised bed area from the date of that binding decision. 

 


