
Complaints Procedure
1. Introduction
In any organisation, complaints may arise from time to time. It is important that members know how to raise concerns so that issues can be addressed quickly, fairly, objectively, and appropriately.
In the first instance, complaints should be directed to a member of the Committee. This may include complaints from members about internal matters or concerns raised by external organisations or individuals.
Depending on the nature and source of the complaint, the Committee will determine the most appropriate way to proceed to reach a resolution.
2. General Principles
When dealing with complaints, the Committee will ensure that:
· All actions are recorded and documented appropriately. 
· Complaints are handled promptly, fairly, and consistently. 
· Efforts are made to resolve issues informally wherever possible before moving to formal procedures. 
· Confidentiality is always maintained. For more serious matters, it may be necessary to liaise with the Third Age Trust. This will not constitute a data breach due to the organisation’s affiliation with the Trust. 
· Any decisions made will be based on available facts, information, and supporting evidence. 
3. Informal Process
In most cases, complaints should be resolved through informal discussion and mediation, as outlined below:
· The Committee will determine the most appropriate person to lead the informal resolution process. This may be a Group Coordinator (for issues within a group) or a committee member (particularly where Committee members are involved). The chosen lead may be supported by other Committee members where appropriate. 
· The person raising the concern will be asked whether they are willing to pursue an informal resolution before any formal process is initiated. 
· The nominated lead will hold informal discussions with all relevant parties to understand the issue and gather each party’s perspective. Where appropriate, parties may be asked to provide written accounts to ensure clarity. 
· Where multiple individuals are involved, it may be appropriate to speak with additional people to gain a full understanding of the situation. 
· The purpose of these discussions is to summarise the issue, identify an agreed resolution, determine any necessary changes to prevent recurrence, and resolve the matter constructively. 
· If the matter is minor and all parties agree to the proposed resolution, this will be confirmed, and it will be made clear that no further action will be taken provided the agreed resolution is followed. 
· If the person(s) handling the informal process consider that the matter requires a formal investigation, or if the complainant wishes to escalate the issue, the complaint should be referred in writing to the Chair of the Committee as a formal complaint. This submission should include a summary of the issue, any steps already taken, and any supporting evidence relevant to the complaint. 
4. Formal Process
Where a formal complaint is made, the complainant will be asked to submit the complaint in writing, including as much detail as possible, with relevant dates, times, and supporting information where available.
The complainant will also be asked to state the outcome they are seeking from the complaint. This may include, for example, an apology or other form of resolution. While this forms part of the complaint, there is no guarantee that the requested outcome will be achievable.
A written acknowledgement of receipt will be issued to the complainant.
5. Investigation and Management
· The Committee will appoint a Trustee to oversee the complaint process. 
· The Committee may request support from the Third Age Trust, including the Regional Trustee, a Trust volunteer, or u3a Office staff where appropriate. 
· The complainant will be informed if additional support has been requested and the reasons for this. 
The appointed Trustee will nominate one or two individuals to conduct an investigation. This will include gathering relevant information, reviewing documentation, and interviewing involved parties.
The person(s) against whom the complaint is made will be informed of the nature of the complaint and provided with relevant documentation, including the complaint letter and any supporting evidence or statements.
To ensure impartiality, the findings of the investigation will not be shared with other Trustees until the formal decision-making stage
6. Hearing of the Complaint
The Chair will appoint a subcommittee of three Committee members to hear the complaint. This will include the Trustee overseeing the process but will exclude anyone previously involved in the investigation.
The hearing will normally take place within 14 days of the investigation being completed.
The subcommittee will consider all available information, including any mitigating circumstances, and determine the appropriate outcome. Possible outcomes may include changes to procedures, adjustments to group arrangements, or other appropriate actions.
7. Decision
The subcommittee’s decision will be communicated in writing to both:
· the complainant, and 
· the person(s) against whom the complaint has been made. 
Both parties will be informed whether the complaint has been upheld or not upheld.
Where a complaint is upheld, the decision letter will also set out any actions to be taken.
8. Right of Appeal
Both parties have the right to appeal the decision. Any appeal must be submitted in writing within 7 days of receipt of the decision.
An appeal may be made by either:
· the complainant, or 
· the person against whom the complaint has been made. 
The appeal should clearly set out the reasons for disagreement with the decision and may include a request for a verbal right of reply.

9. Appeal Process
A separate appeal panel will be convened by the Chair, consisting of three Trustees who were not involved in the original investigation or decision.
Where a verbal right of reply is requested, the appellant will be invited to attend a meeting with the appeal panel. If the appeal involves the other party, they may also be invited and may be accompanied by a companion who may speak in a personal capacity.
The appeal panel will review the original decision based solely on the evidence and information presented during the initial process, along with any relevant mitigating circumstances.
After consideration, the panel will make a final decision. This decision will be communicated in writing to both parties and will conclude the internal complaints process.
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