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1.	 Policy Statement

At Wild Dog Design, we are committed to fostering a fair, transparent, and supportive environment for both our 
employees and clients. We understand that, from time to time, grievances or complaints may arise regarding our 
services, working conditions, or interpersonal relationships. This Grievance/Complaints Mechanism Policy provides 
a clear process for raising and addressing such concerns, with the aim to resolve issues promptly, professionally, and 
effectively.

2.	 Scope

This policy applies to all stakeholders:

•	 All employees and contractors working within Wild Dog Design.
•	 All clients and third-party collaborators working with the agency.
•	 �A external stakeholders such as the community groups, general public, competitors and anyone with a significant 

interest.

The policy is designed to be used for issues related to working conditions, service quality, disputes, and other related 
concerns.

3.	 Principles

We adhere to the following principles when addressing grievances and complaints:

•	 �Confidentiality: All complaints will be handled with the utmost confidentiality, ensuring that individuals’ privacy is 
respected throughout the process.

•	 Fairness: Complaints will be addressed impartially and based on facts, with no bias or discrimination.
•	 �Timeliness: Complaints will be investigated and resolved in a timely manner to minimize any disruption or stress 

caused.
•	 �Respect: All parties involved will be treated with dignity and respect, and the process will promote constructive 

dialogue.
•	 Non-Retaliation: There will be no retaliation against any person who raises a grievance or complaint in good faith.

4.	 Grievance/Complaint Categories

•	 �Workplace Issues (Employees/Contractors): This can include concerns about working conditions, treatment by 
colleagues or managers, workload, job role clarity, or other workplace-related matters.

•	 �Client Concerns (Clients/Third-Party Collaborators): Complaints or grievances regarding the quality, timeliness, or 
outcomes of services provided by the agency, as well as communication and project management issues.

5.	 Steps for Raising a Grievance or Complaint

Step 1: Informal Resolution

In most cases, we encourage employees, contractors, and clients to address grievances informally at first. This may 
involve:
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•	 Speaking directly with the individual involved to resolve the issue.
•	 Discussing the concern with a supervisor, manager, or team lead for internal matters (employees/contractors).
•	 For clients, contacting the assigned project manager or client services representative.

This informal step allows for open communication and may resolve the issue quickly without the need for further 
escalation.

Step 2: Formal Complaint Submission

If the issue cannot be resolved informally, a formal complaint can be submitted. The complaint should include:

•	 �A clear description of the grievance or complaint, including any relevant dates, individuals involved, and specific 
incidents.

•	 The impact the issue has had on the complainant (e.g., work environment, project progress, personal well-being).
•	 Any steps that have already been taken to resolve the issue (e.g., informal discussions).

Formal complaints should be submitted in writing to:

•	 Employees/Contractors: Tom Dunn via email at tom@wilddogdesign.co.uk
•	 Clients/Third-Party Collaborators: Tom Dunn via email at tom@wilddogdesign.co.uk

Step 3: Investigation and Response

Upon receipt of a formal complaint, the agency will:

•	 Acknowledge receipt of the complaint within 5 working days.
•	 Initiate a fair and impartial investigation, gathering all relevant information and speaking to those involved.
•	 The investigation will be conducted by an appropriate manager, supervisor, or independent party to ensure fairness.
•	 �A response will be provided within 10 working days of receiving the complaint, detailing the findings of the 

investigation and the proposed actions.

Step 4: Resolution and Action Plan

If the grievance is upheld, appropriate action will be taken. This may include:

•	 Changes to working conditions, policies, or procedures.
•	 Additional training or support for staff.
•	 Mediation or conflict resolution between individuals or teams.
•	 Compensation or remedial actions where applicable.

A clear action plan will be communicated to the complainant, and any necessary follow-up meetings will be scheduled 
to ensure resolution.

Step 5: Appeal Process

If the complainant is dissatisfied with the outcome of the investigation or resolution, they may appeal the decision. To 
initiate an appeal:

•	 �The complainant must submit their appeal in writing, outlining why they believe the decision was unjust or 
insufficient.

•	 The appeal will be reviewed by a senior manager or an external, independent party if necessary.
•	 A final decision will be communicated to the complainant within 10 working days.

6.	 Roles and Responsibilities

•	 �Managers/Supervisors are responsible for ensuring that grievances or complaints are handled fairly and promptly 
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within their teams and for supporting individuals in the resolution process.
•	 �Board of Directors for both internal employee complaints and for client complaints will be the primary points of 

contact for formal complaints and will oversee the investigation process.
•	 �Employees/Contractors should raise issues they encounter in a constructive and respectful manner and follow the 

outlined grievance process.
•	 �Clients should provide clear, constructive feedback and follow the designated communication channels for raising 

complaints.

7.	 Confidentiality and Record Keeping

All complaints will be handled confidentially. Details of grievances will be kept in secure records, accessible only to those 
directly involved in the investigation and resolution process. Reports may be reviewed periodically to identify patterns, 
improve agency processes, and ensure accountability.

8.	 Review and Monitoring

This policy will be reviewed annually to ensure it remains effective and up-to-date with any legal or operational changes. 
Feedback from complainants, managers, and relevant stakeholders will be considered in the review process.

9.	 Legal Considerations

This policy is designed to comply with relevant UK employment law, including the Equality Act 2010, Employment Rights 
Act 1996, and the Data Protection Act 2018 (GDPR). Where necessary, legal advice will be sought in handling sensitive 
complaints.

10.	 Policy Communication

This policy will be:

•	 Made available to all employees
•	 Posted on company intranet/notice boards
•	 Included in employee handbook
•	 Referenced in employment contracts
•	 Discussed during induction process
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This policy has been developed to meet UK legal requirements and best practices for grievances/complaints protection. 
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