
 
Complaints Handling Policy of Northamptonshire Record Society 

Charity Registration Number: 204957 

This policy has regard to guidance from the Charity Commission for England & Wales and to the 

need for prudent use of the charity’s funds and of the time provided by volunteers. 

Certain types of complaints (including complaints about illegal activity, fundraising, advertising and 

other serious allegations) should be addressed not to the charity itself but to other bodies, as 

advised by the Charity Commission on its website at: https://www.gov.uk/complain-about-charity  

The Charity Commission expects charity trustees to work in the best interests of their charity and to 

apply funds and administer properly in accordance with its charitable purposes. 

As far as possible, Northamptonshire Record Society (“the Society”) encourages concerns that might 

otherwise be referred to it as formal complaints to be resolved by amicable discussion between 

those concerned. The Society is keen to learn when concerns are raised and to use them as an 

opportunity to improve the way it operates. 

Definition of a Complaint 

A complaint is an expression of dissatisfaction about the Society or its Trustees, Officers, employees 

or members in their roles in the Society. 

Who Can Lodge a Complaint 

 

Complaints may come from any person or organisation who has a legitimate interest in the Society. 

Confidentiality 

 

All complaint information will be handled sensitively, telling only those who need to know and 

following any relevant data protection requirements. 

Responsibility 

Overall responsibility for this policy and its implementation lies with the Trustees. 

Complaint handling 

The Society will handle complaints that come within its jurisdiction in the following way: 

1. A formal complaint should be submitted in writing to the Secretary of the Society, preferably 

by email but alternatively by post. It should clearly state the name, address, phone number and, 

where relevant, email address of the complainant and whether there is any party to whom some 

or all of those details should not be disclosed. Full details of the complaint, including any relevant 

documents, should be provided in the first instance and (unless this is unavoidable) not as 

instalments. 

2 A formal complaint will be considered and investigated by the Chair of the Society. Individuals 

about whom a complaint is made will be asked to respond to its substance. If the Chair considers 
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it necessary, the complainant or others involved may be asked to clarify or comment on 

responses received. 

3. The Chair will issue a written decision on the matter, which will be final, and which will be 

communicated to the complainant. 

4. If the complaint is about the Chair of the Society, the Secretary will contact two other Trustees 

to investigate, consider and determine the matter and to issue a written decision on the matter, 

which will be final, and which will be communicated to the complainant.  

5. The Society will retain documentation about its handling of complaints for seven years after 

the written decision is issued, after which the documentation shall be confidentially destroyed. If 

a complaint is withdrawn, the documentation shall be retained for seven years after the date of 

withdrawal, after which the documentation shall be confidentially destroyed. 

Review 

This Policy shall be reviewed and, if considered appropriate, be amended by the Council at least 

once a year. 

Report to Annual General Meeting 

The Council shall report to each Annual General Meeting on any changes to the Policy and on the 

number of formal complaints received and the numbers determined or withdrawn. 

Publicity 

This policy will be published on the Society’s web site  

http://www.northamptonshirerecordsociety.org.uk/  
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