
Share Complaints Policy
Are you a student, volunteer or 

member of staff?

Yes

No, I’m someone else who 
wants to make a complaint

Students use our 
Students’ 

Complaints Policy

Staff use our 
Grievance 

Policy

Did the issue you want to 
complain about happen less 

than eight weeks ago?

Yes No

If you have the contact details of a relevant staff member or trustee, you can make your complaint in 
writing to them. If you don’t, call us on 020 7924 2949 and we’ll advise who is best to contact

We’ll try to deal with it informally - the line manager of the person who the complaint is about will try 
to find a solution.

If it can’t be dealt with informally, the person’s line manager will lead a formal investigation. If it’s 
about the Chair, a trustee will investigate. If it’s about a volunteer, the Volunteer Co-ordinator / Head 

of Volunteering and Community Services will investigate.

Volunteers refer 
to the Volunteer 

Handbook

We will provide you with an idea of when you can expect a response - we will aim to provide an initial 
response within 10 working days, and will let you know if there is any reason why we’re unlikely to be 

able to meet that timeframe

Your complaint falls 
outside the scope of 
our policy, so we may 

follow another process

We will investigate in 
cases of: injury, health 
and safety concerns, 
financial loss, data 

breaches, reputational 
damage to Share

If you’re unhappy with our response, you can request a review from the CEO, Abi Carter, by writing to 
her at abic@sharecommunity.org.uk or, in cases where the CEO is the subject of the complaint, by 

writing to the Chair, Kate Heaps, at kateh@sharecommunity.org.uk 

The CEO or Chair’s decision is final. If you are still unhappy you can contact the Charities Commission / 
Local Government and Adult Social Care Ombudsman / Fundaising Regulator
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