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 NATIONAL GOVERNANCE ASSOCIATION 

COMPLAINTS POLICY AND PROCEDURE   

 

OUR PROMISE 
 
The National Governance Association is committed to providing a quality 
service and achieving the highest standards of conduct. One of the ways we 
can continue to improve our service is by listening and responding to the views 
of our customers and members.  
 
This procedure applies to any external person or body who has any dealing 
with the NGA. It does not cover NGA staff (who should use the NGA staff 
grievance procedure) or NGA Trustees who should contact the Chair of 
Trustees.  
 
We will:  
¶ Make it as easy as possible to make a complaint;  
¶ treat any clear expression of dissatisfaction with our service, which calls 

for a response, as a complaint;  
¶ treat it seriously in whatever form, (e.g. post, fax, telephone email) it is 

made;  
¶ deal with it promptly within the timescales shown below, politely and, 

where appropriate, informally (for example, by telephone);  
¶ respond in the right way – we will listen to you and for example, give an 

explanation or an apology where we have got things wrong, or 
information on any action taken and  

¶ learn from complaints and use them to improve our service. We will 
maintain a complaints log and publish information on complaints – for 
example, in our annual report at the Annual General Meeting.  

 
If the complaint involves questions about the actions or competencies of 
individual members of staff or trustees, other processes may subsume the 
complaints procedure and the NGA may not be able to provide the person 
raising the complaint with all the relevant information (for instance, 
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Most complaints received by the NGA can be resolved informally by the 
relevant member of staff. Occasionally, however, because of the complexity of 
the matter - or because a satisfactory resolution cannot be agreed - the formal 
Complaints Procedure described below must be followed. In addition, the 
formal Complaints Procedure will be followed at any stage at the request of the 
complainant.  
 
A complaint against a trustee should be addressed to the Chair of trustees.  A 
complaint against the Chair of trustees should be addressed to the Vice Chair.  
You can use our online form on our Contact Us page, or you can email us.  
 
Please provide us with as much detail as you can to help us investigate your 
complaint:  
¶ say what the problem is;  
¶ say what outcome you are looking for;  
¶ provide information on any relevant communication with us on the 

subject, including for example any correspondence reference numbers, 
or times/dates of conversations and;  

¶ address any complaints to the relevant individual. 
 

/Contact-us.aspx
mailto:complaints@nga.org.uk
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telling you what is being done to deal with your complaint, when you can 
expect the full reply and from whom.  
 
We will always acknowledge where things could have been done better and tell 
you what will be done to avoid the same thing happening again. Equally, if we 

https://www.gov.uk/complain-about-charity
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complaint requires more detailed investigation, s/he will give you an interim 
response telling you what is being done to deal with your complaint, and when 
you can expect the full reply.  
 
Stage 2 
If you are unhappy about the response at stage 1 then you may ask for your 
complaint to be taken to stage 2. It is helpful if you can set out why you are 
dissatisfied with the response to your complaint, and include any other 
information that you feel is useful. You should submit any request to have your 
complaint taken to stage 2 within 15 working days of the date of the letter 
informing you of the outcome of your stage 1 complaint.  
 
Complaints at stage 2 will be dealt with by a panel of trustees wh pmi25i 0 595.325i 0iewy 

https://www.gov.uk/complain-about-charity
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APPENDIX 1: PROCEDURE FOR DEALING WITH A COMPLAINT 
FLOWCHART 
 
 
 

 
  

Complaint is raised 

Informal: 

¶ Reviewed by relevant team leader 

¶ Full response in writing within 10 working days 

¶  

Stage 1: 

¶ If complainant is not satisfied through the informal process, the complaint is reviewed by a member of 

the Senior Leadership Team 

¶ Complaint needs to be raised within 10 working days of receiving the response to informal complaint.  

¶ Complaint formally acknowledged by NGA within three working days 

¶ Full response in writing within 15 working days, or an interim response with timescales if this is not 

possible. 

¶  

Stage 2:  

¶ If complainant is not satisfied through Stage 1, the complainant must contact the NGA’s Honorary 




