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Or
Sent by email only to: 

Copied to: 





DD MM YYYY 

Dear XXX,
I am writing to acknowledge the concerns you raised on DD MM YYYY which will be addressed under the Scouts complaint’s policy. I am the appointed manager and will be overseeing your complaint. As per the complaint’s policy, I have appointed (Insert name and position of investigator) to investigate the complaint further and provide me with a report of findings. 
Having reviewed the initial details you have submitted, I can confirm that we are able to consider your complaint in accordance with the Scouts complaint’s policy. I have set out the points which can be considered under our complaints policy below:
· XXX
· XXX
· XXX

· XXX
I kindly request your confirmation that you agree for the investigation to proceed on the basis of the above points.

OR

Having reviewed the initial details you have submitted, I can confirm that we are unable to consider your complaint in accordance with the Scouts complaint’s policy. This is because [Insert rationale for not accepting complaint and reference the policy e.g. not raised within 3 months of issue being known]. [Provide contact point and details for who they can make an appeal to if they disagree with decision].
DELETE IF NOT APPLICABLE: I note you have also raised similar concerns under the XXX policy. A decision has been taken to combine the concerns and address them as a single complaint under The Scouts complaints policy. 
DELETE IF COMPLAINT IS NOT BEING INVESTIGATED: The next steps after I receive your confirmation of the above points, will include asking the investigator to make initial lines of enquiry to find out further information. They will provide regular updates to you on the progress of the investigation (at least every fortnight) and will contact you if they require any further information. Please do ensure that you send them any further evidence or information that you feel may assist the investigation into your complaint. You can contact them and send any further information to XXXX. 
We are grateful to you for getting in touch and explaining what your experience has been. We use all complaints information and feedback to help us improve experiences. You can find further details on how we resolve complaints on the following web page https://scouts.org.uk/contact-us/raising-a-concern/. 
Thank you again for bringing these matters to our attention.

Yours sincerely

INSERT SIGNATURE
NAME
POSITION HELD WITHIN SCOUTING

