
Complaints procedure diagrams 
Scenario one 
For an internal dispute exclusively within a local group or a local group network, where members are not upholding 
the Partnership Agreement 
Friends of the Earth staff do not have jurisdiction where the impact of behavior within the group will not affect Friends of the Earth’s reputation.  
Group only moves to Stage one once it has tried to sort out the situation itself, by selecting a suitable person from the group to mediate.  
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Stage one Group takes the decision to invite in a Friends of the Earth staff 
member; the Complaints Coordinator (Capacity Building team leader or regional 
staff member). They have authority to see the complaint through and the local 
group will respect the role of the Complaints Coordinator. 

Independent body invited in. Staff member does 
not agree 

Stage two Brief written 
description of situation sent to 
Complaints Coordinator. 

Resolved 

Each party has opportunity to state their view. Notes will be taken and copies 
provided to all parties. Both parties seek to agree a set of action points which will 
resolve the issue. A mechanism for how and when the agreed action points will be 
reviewed will be decided in the meeting. Option for the meeting to be facilitated by 
an independent mediator. Discretion of Complaints Coordinator. 
Followed by a Review meeting. 

Unresolved 

Complaints Coordinator 
looks at complaint and 
makes a proposal for how 
to take things forward. 

Resolved 

Unresolved 

Stage four Sub group of the Board of Directors 
listen to the case and arbitrate. 

Stage three  - mediation 
Complaints Coordinator 
arranges meeting as soon as 
practically possible. 

Resolved 

Unresolved 

Staff member agrees and 
has an informal chat 
 

Mini verbal investigation. Complaints 
Coordinator proposes resolution and 
implementation plan if needed. 



Scenario two 
For local group members wishing to complain that Friends of the Earth England, Wales and Northern Ireland (EWNI) 
or a staff member of Friends of the Earth has not upheld the Partnership Agreement. 
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Stage one Local group member contacts the Complaints Coordinator (Cap 
Building Team Leader or regional staff member) and has an informal chat. If 
Complaints Co-ordinator is unavailable or the complaint is about them, discuss 
the complaint with the Capacity Building Team Leader or their line manager. 
 

Stage two Brief 
written description 
of situation sent to 
Complaints Co-
ordinator. 

Complaints Co-ordinator  
makes a thorough 
investigation and makes a 
proposal for how to take 
things forward.

Passed onto line 
manager who may 
become the Complaints 
Co-ordinator. 

Internal 
disciplinary 
action 

Resolved 
Informal verbal investigation, 
report back to local group 
member. Complaints Co-
ordinator proposes resolution 
and implementation plan if 
needed 

Unresolved 

Stage three  - mediation 
Complaints Co-ordinator 
arranges meeting as soon as 
practically possible. Resolved Unresolved 

Each party has opportunity to state their view. Notes will be taken and 
copies provided to all parties. Both parties seek to agree a set of action 
points to  resolve the issue. More than one meeting may be necessary.  A 
mechanism for how and when the agreed action points will be reviewed will 
be decided in the meeting. Either party can request the meeting to be 
facilitated by an independent mediator at the discretion of the Complaints 
Co-ordinator. Followed by a Review meeting. 

Resolved 

Unresolved 

Stage four Sub group of the Board of Directors 
listen to the case and make the final decision. 



Scenario three 
For staff members wishing to complain that a local group member or local group is not upholding the Partnership 
Agreement 
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Stage one Speak to the  
Capacity Building Team 
Leader. If they are making 
the complaint then situation 
discussed with the Head of 
Activism. They then become 
the Complaint Co-ordinator. 

Stage two Brief 
written description of 
situation sent to 
Complaints Co-ordinator. 

Resolved 

Stage three – 
mediation 
Complaints Co-
ordinator arranges 
meeting as soon as 
practically possible. 

Each party has opportunity to state their view. Notes will be taken 
and copies provided to all parties. Both parties seek to agree a set of 
action points which will resolve the issue. A mechanism for how 
and when the agreed action points will be reviewed will be decided 
in the meeting. Either party can request the meeting to be facilitated 
by an independent mediator at the discretion of the Complaints Co-
ordinator. Followed by a review meeting. 

Stage four Sub group of the Board of 
Directors listen to the case and makes the 
final decision. 

Mini verbal investigation, 
report back to staff 
member. Complaints Co-
ordinator proposes 
resolution and 
implementation plan if 
needed. 

Complaints Co-
ordinator looks at 
complaint and makes a 
proposal for how to 
take things forward. 

Unresolved Resolved Unresolved 

Unresolved 

A more detailed guide to these procedures is available from 
http://community.foe.co.uk/local_groups/running_your_own/basics
/partnership_agreement/ or by telephoning 020 7566 1677. Request 
the Complaints Procedure Explanation. 

 Resolved 


