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[bookmark: _Hlk204871228][bookmark: _Hlk204871257][bookmark: _Hlk204871273]INTRODUCTION
[bookmark: a978979]This policy applies to Society of Agriculture, a charitable incorporated organisation registered in England and Wales with Charity Commission number: 1212403 (Charity). 
[bookmark: a848871]The charitable objects of the Charity are:
To advance the education of the public in the subject of Agricultural Management and Operation by such charitable means as the trustees in their discretion think fit, particularly but not exclusively by:
(a) Maintaining and improving the standards and practice of Agricultural Management and Operation;
(b) Promoting all aspects of Agricultural Management and Operation, especially in the United Kingdom of Great Britian and Northern Ireland;
(c) Encouraging the study of Agricultural Management and Operation;
“Agricultural Management and Operation” includes but is not limited to all aspects of the science, production, conservation, amenity, economics and art of managing, marketing, consulting about and otherwise supporting the management and operation of agriculture and related rural businesses, their products and services. (Objects).
[bookmark: a596610]The Charity is governed by the charity trustees of the Charity (Charity Trustees) who have a duty, acting at all times in the best interests of the Charity, to apply the Charity’s assets to advance the Objects and have ultimate responsibility for all grant-making decisions.
PURPOSE OF THIS POLICY 
The purpose of this policy is to set out the relevant guidelines and procedures for managing complaints.  
Whilst the Charity makes every effort to meet peoples’ expectations, circumstances may arise where an individual has a concern and wishes to bring this to the Charity’s attention.  The Charity will take all reasonable steps to resolve the situation, in everyone’s best interests. 
In order for complaints to be managed effectively, care should be taken to ensure that all Charity Trustees, staff and volunteers are aware of the procedures for managing complaints and about their role in those procedures.
Any complaints which are made should be treated as confidential, unless the Board resolves that it is in the best interests of the Charity or a legal obligation to do otherwise. 
Complainants should be treated with understanding and respect, as should the person(s), if any, against whom the complaint is made.
The Charity Trustees wish to ensure that the Charity’s work can be carried on without hindrance and are therefore committed to resolving any complaint which may arise in relation to the Charity and its activities as soon as reasonably practicable.  In the interests of fairness and consistency, the Charity Trustees and staff will therefore seek to follow the procedures set out below.
This policy is not intended to cover employment related matters, for which there are specific policies and procedures. An employee may complain using this policy, but it is likely in most cases if the complaint is employment related then policies relating to that will be more appropriate.  
For very serious concerns, such as an individual’s safety being placed at immediate risk, the Charity shall take such action as is appropriate (and in accordance with its Safeguarding Policy). 
This policy and procedures should be easily accessible whenever required, made available and given to anyone who advises that they wish to submit a compliant.
A copy of this document should be kept at the Charity’s registered office (please refer to the Charity Commission’s Register of Charities for the Charity’s registered office address) and available online on the Charity’s website.
This policy and procedures should be reviewed annually by the Board of Charity Trustees.  
GENERAL
All Charity Trustees and staff will so far as possible work together to ensure that:
any complaint is recognised as a complaint;
all staff and Charity Trustees receive appropriate training in complaints handling;
all those involved in complaints and their management receive support;
the complaints procedure is accessible to those who may want to use it;
complaints are managed effectively; and
the Charity benefits by learning from complaints. 
RAISING A COMPLAINT 
Complaints may be made to the Charity verbally or in writing (which includes by e-mail).
In the first instance, complaints should be made to Victoria Bywater, Director (Initial Recipient).
The Initial Recipient (or the Board of Charity Trustees, if later engaged) should consider whether any legal advice should be sought in respect of the complaint. 
INFORMAL COMPLAINTS 
Anyone who has a concern should initially raise this with the Initial Recipient, as this enables the Charity to respond and deal with an issue quickly. 
The Initial Recipient will seek to resolve the concern and meet any reasonable expectations the individual may have, ideally to their satisfaction.  If unable to, the Initial Recipient will make a note of the:
complainant’s name and contact details, unless they are unwilling to provide these; 
nature of their concern and anything that they wish to be done about it; and 
circumstances surrounding the informal complaint, including when, where any action that was taken and the details of others who were present/involved. 
Depending on the nature of the informal complaint, the Initial Recipient could escalate as a formal complaint in accordance with paragraph 6. 
FORMAL COMPLAINTS 
Where an individual wishes to make a formal complaint, the individual should be provided with the e-mail address of the Initial Recipient and/ or the Charity’s registered office address, as they wish. Correspondence should be marked private and confidential.  The individual should be provided with a copy of this policy by post or e-mail. 
To help resolve the formal complaint as quickly and effectively as possible, the individual making the formal complaint should do so as soon as possible and should include in it: 
name, organisation (if relevant), address, telephone number and e-mail;  
If you do not wish to be contacted in a particular way, please let the Charity know and it will of course respect this. 
as much information as possible, such as what happened, where, when (date/ time), who was present and any action taken, and by whom;     
what it is they felt to be unsatisfactory;
what they believe should be done to address their concern. 
TIMESCALES AND APPEAL IN RESPECT OF FORMAL COMPLAINTS  
All formal complaints should be dealt with promptly and without undue or unnecessary delay. For the avoidance of doubt, when a formal complaint is initially received, a written acknowledgement should be given to the complainant, if possible, within 7 working days. 
The formal complaint will then be investigated. A more substantive written response should follow within 14 days. If necessary, specialist advice will be sought.  Where clarification or further information is felt to be necessary, the Initial Recepient will contact the person complaining to request this. 
If the Initial Recipient is not satisfied that the formal complaint has been satisfactorily resolved, they may refer the matter to the Board of Charity Trustees.  
If the complainant is not satisfied with the response, they may appeal the decision, by writing to the Chair of Charity Trustees, the contact details of whom will be included in the Charity’s response.  Appeals must be submitted within 28 days of the Charity’s response to the formal complaint.  
If the complainant does appeal, the appeal should be specific about why the individual feels the decision made was wrong and provide the facts and information necessary to demonstrate this. 
A decision will be notified within 28 days and will be final. 
If the matter is not resolved to the satisfaction of the complainant or Initial Recipient / Board of Charity Trustees, it may be referred to an independent body.
ACTION TO BE TAKEN WHEN A FORMAL COMPLAINT IS RECEIVED
The Initial Recipient of the formal complaint should make a full note of the formal complaint and keep this in the Complaints Register. 
The Initial Recipient should, at their discretion, seek to resolve the formal complaint within the timescale above.
The Initial Recipient may, in their discretion, decide that the formal complaint is not of sufficient merit to progress further then an initial response. 
If the matter complained of involves possible criminal activity, it should be referred directly to the Police and the Board of Charity Trustees should be informed within 24 hours. 
Where there is a referral or appeal under paragraphs 7.3 and 7.4, the Charity Trustees should consider the matter at their next scheduled Board meeting or, if the matter merits swifter action, convene a special meeting to consider it. 
The Initial Recipient or the Board of Charity Trustees may at any time decide whether the complainant ought to meet with them to discuss the matter or that the matter may be dealt with without doing so.  
ANONYMOUS COMPLAINTS 
Anonymous complaints will be recorded and any facts available looked in to.  However, in doing so, the Charity will be mindful that anonymous complaints can sometimes be malicious.  Everyone involved in the Charity’s work, even incidentally, has a right to complain and we will hold anyone accountable but, equally, individuals have a right to be protected from unsubstantiated and, potentially, malicious allegations.
Consequently, anyone wishing to complain is strongly encouraged to provide the information requested above and their contact details.  This will also allow the Charity to advise them of the outcome.  
FOLLOW UP ACTION 
The Board of Charity Trustees is responsible for ensuring that:
any follow up action is properly implemented; 
the outcome of the complaints process is conveyed in writing to the complainant;
the Board of Charity Trustees considers whether
any lessons may be learnt and whether it would be appropriate to take any action to avoid a recurrence of the incident that led to the complaint; and/ or
there are any statutory reporting obligations to the Charity Commission, other regulator or the Police; and/ or
any changes should be made to policies and/ or procedures and/ or training in order to see if anything might reasonably be done to prevent a similar issue arising in future; 
details of the complaint and its outcome are properly noted within the Complaints Register.
If a formal complaint may potentially result in a claim for compensation, such as damage or loss to property, or personal issue, the Charity’s insurers are to be notified. 
CONFIDENTIALITY 
Any complaint (either formal or informal) will be treated as confidential and any communication on this issue, including responding to the complainant, will be subject to compliance with the Charity’s Data Protection Policy, unless the Board resolves that it is in the best interests of the Charity or a legal obligation to do otherwise.  
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