
 
 

Complaints Procedure 
 

Our Commitment 

We are committed to high standards in all our work. If you have a concern or complaint, 
we will treat it seriously and deal with it fairly, promptly, and respectfully. 

 

1. How to Make a Complaint 

You can make a complaint in any of the following ways: 

• In writing: Colet House, 151 Talgarth Road, London W14 9DA 
• By email: office@studysociety.org 
• By phone: 020 8748 9338 

In person: to any staff member or trustee at Colet House or at one of our events. 

If your complaint is made verbally, the staff member will write down the details, confirm 
them with you, and pass them on to the Board. 

 

2. What Happens Next 

Step 1: Initial Handling 

• We will acknowledge your complaint within 10 working days, confirming who is 
dealing with it and when you can expect a reply. 

• Where possible, the person directly responsible for the issue will try to resolve it 
immediately. 

• All complaints are logged with the Board. 

Step 2: Investigation 

• If your complaint is not resolved straight away, the Board will appoint someone 
appropriate to investigate. 

• If the complaint concerns a specific person, they will be informed and given the 
opportunity to respond. 

Step 3: Response 

• We aim to provide a full written response within 20 working days. 
• If more time is needed, we will update you with the reason and a revised 

timescale. 
• Our response will explain the investigation carried out, the findings, and any action 

taken. 

3. If You Are Not Satisfied 

If you are unhappy with the outcome at Step 3: 

• You can request a review by the Board of Trustees. 



 
• The Board will appoint two trustees (not previously involved) to review the case. 
• They may speak with you, the original investigator, and anyone else involved. 
• A final written response will normally be provided within 20 working days. 
• This decision is final unless the Board decides independent external advice is 

needed. 
• If you remain dissatisfied, you may contact the Charity Commission for England 

and Wales. 

 

4. Confidentiality 

All complaints will be handled sensitively. Information will only be shared with those who 
need to know in order to investigate and resolve the matter. 

 

5. Accessibility 

If you need this procedure in a different format (for example large print or another 
language), please let us know. We will do our best to accommodate your request. 

 

6. Monitoring and Learning 

All complaints are logged and kept on file. 

The Board reviews complaints annually to identify any trends and lessons for improvement. 


