
 

 

 
 
 
Public Comments and Complaints Policy 
Effective:  

Our Commitment 
At Destitute Animal Shelter (DAS), we deeply value the trust and support of our 
community. We are committed to open, respectful communication and take all public 
feedback seriously. Whether you have a comment, concern, or complaint, we will listen 
with the goal of improving our services and animal care practices. 

1. Purpose 
This policy outlines how members of the public can provide feedback and how we handle 
comments and complaints regarding our services, staff, volunteers, or facilities. 

2. Our Principles 
- Respect: All concerns are addressed with empathy and professionalism. 

- Transparency: We will communicate our decisions and actions clearly. 

- Confidentiality: We protect the privacy of all individuals involved. 

- Continuous Improvement: Feedback helps us grow and serve better. 

3. How to Make a Comment or Complaint 
You may reach us through the following methods: 
 
Email: office@destituteanimalshelter.org.uk 
Phone: 01204 526486 

4. What We Will Respond To 
We encourage you to contact us about: 
- Animal welfare concerns 
- Staff or volunteer behavior 
- Adoption or surrender experiences 
- Facility or operational issues 
 
Please note: Abusive, harassing, or defamatory communication will not be tolerated or 
responded to and may be referred to appropriate authorities. 



 

 

5. Our Response Timeline 
- Acknowledgement: Within 3 business days 
- Investigation and Response: Within 10 business days (longer if the issue is complex – 
we will notify you if so) 

6. How We Handle Complaints 
1. Acknowledgement of your concern 
2. Investigation by the Deputy Manager regarding volunteers and any other complaints     
by the Operations Manager 
3. Resolution communicated clearly and respectfully 
4. Escalation available upon request to the General Manager and if still no resolution, 
then to the Board of Trustee’s 

7. Aftercare and Follow-Up 
We may follow up to ensure the issue was resolved satisfactorily and to gather input on 
how we can improve further. 

8. Annual Policy Review 
This policy will be reviewed yearly to ensure it remains fair, effective, and aligned with 
best practices in animal rescue operations. 

Thank you for helping us make DAS a safe, caring space for animals and people alike. 


