
 
 

COMPLAINTS POLICY 

Introduction 

N-Gage is committed to providing all our stakeholders with the highest standard of service. We 

believe that complaints offer us an opportunity to listen, learn and act on the feedback 

stakeholders provide. 

Our policy is: 

• To provide a fair complaints procedure that is clear and easy to use for anyone wishing to 

make a complaint. 

• To publicise our complaints procedure so that people know how to contact us to make a 

complaint. 

• To make sure the staff, volunteers and Trustees at N-Gage know what to do if a 

complaint is received. 

• To make sure all complaints are investigated fairly and promptly. 

• To make sure that complaints are addressed and that relationships are repaired. 

• To ensure that complaints are monitored in order to improve our services. 

• To maintain a Complaints Log and report to Trustees on any complaints received at the 

quarterly Board meetings. 

1.2 Definition of a Complaint 

A complaint is an expression of dissatisfaction about an act, omission, decision, or a service of N-

Gage, whether it is justified or not. This may result from the action of a staff member, volunteer or 

Trustee of N-Gage from an activity or programme of work in which we are involved. 

  

1.3 Where Complaints Come From 

Complaints may come from any individual or organisation that has been in contact with N-Gage 

and/or our services. A complaint may be received verbally, by phone, by email or in writing, or via 

social media. 

We are committed to ensuring that everyone can access our complaints procedure. To support 

this, we will: 

• Provide information in alternative formats upon request (e.g., large print, easy-read, 

translated materials). 

• Offer support for individuals who may need help communicating their concerns. 

• Ensure that our procedures are sensitive to individual circumstances, including disability, 

communication difficulties, or other support needs. 



 
 

 

This policy does not cover complaints from staff, who should refer to the N-Gage Staff Handbook 

for the relevant policy and procedure. 

  

1.4 Confidentiality 

All information relating to the complaint will be handled sensitively, in accordance with the 

General Data Protection Regulation (GDPR). Only people who need to know about the complaint 

will be informed thereof. N-Gage will only hold on to any personal data provided for as long as it 

needed to properly investigate and resolve the complaint. 

  

1.5 Responsibility 

The Trustees are responsible for ensuring that N‑Gage has an effective complaints‑handling 

framework. This includes: 

• Ensuring the policy is implemented, monitored, and regularly reviewed in line with best 

practice. 

• Overseeing patterns or themes in complaints to identify risks, service issues or 

governance concerns. 

• Ensuring corrective actions are taken, and that organisational learning is captured and 

embedded. 

 

Trustees should periodically review complaints data and ensure that complaints management 

forms part of the charity’s wider risk‑management framework, consistent with Charity 

Commission research on good complaints management.  

 

Review 

 This policy is reviewed annually and updated as required. 

  

1.6 Complaints Procedure 

 Content of complaints 

  



 
 

When making a complaint to N-Gage, please describe the issue you are complaining about with 

as much detail as possible. Please include dates and times as well as the names of any N-Gage 

representatives you were in contact with. Please also provide copies of any relevant 

documentation if appropriate. Please state how you believe N-Gage might address the complaint, 

if possible. Importantly, please provide your name and contact details as we will not respond to 

anonymous complaints. 

If a complaint involves an allegation of harm, abuse, or risk to a child or vulnerable person, it will 

be managed under N-Gage’s Safeguarding Policy rather than the standard complaints 

procedure. 

Safeguarding concerns must be escalated immediately in accordance with statutory and Charity 

Commission safeguarding expectations. 

 

Please note we will only deal with complaints that are relevant to N-Gage, our charity, and 

services. 

  

1.6.1 Written complaints 

 Written complaints about N-Gage can be emailed to N-Gage: 

admin@n-gage.org.uk 

Alternatively, they can be posted to: 

N-Gage HQ  

Suite 1,11, Parkway House, Palatine Road  

Northenden, Wythenshawe, Manchester, M22 4DB 

  

1.6.2 Verbal complaints 

To make a verbal complaint, please call N-Gage on 07380 728281 

  

1.6.3 When we receive a complaint 

We may receive a complaint by phone, email, or post as well as through other channels, such as 

social media. 

The N-Gage representative who receives a complaint will: 

• Write down the facts of the complaint. 

• Take the complainant’s name, address, and telephone number. 



 
 

• Note down the relationship of the complainant to N-Gage, for example, a beneficiary, 

volunteer, or partner organisation. 

• Advise the complainant of our complaint's procedure. 

• Advise the complainant of what will happen next and how long it will take. 

• Where appropriate, ask the complainant to send a written account by email or by post so 

that the complaint is recorded in the complainant’s own words.  

All complaints will be acknowledged within four working days, regardless of whether they are 

made verbally, in writing, or through social media. 

The acknowledgement will confirm: 

• Who is handling the complaint 

• The expected timescale for response 

• Any additional information required from the complainant 

• A copy of this Complaints procedure will be attached. 

1.7 Resolving Complaints 

1.7.1 Stage One 

In many cases, a complaint is best resolved by the person responsible for the issue being 

complained about. If the complaint has been received by that person, s/he may be able to resolve 

it quickly and should do so if possible and appropriate. 

  

Regardless of whether the complaint has been resolved, the complaint information should be 

passed to N-Gage Founder and CEO within two working days. On receiving the complaint, the 

Founder and CEO will record it in the Complaints Logbook. If it has not already been resolved, 

s/he will investigate the complaint and take appropriate action. 

  

If the complaint relates to a specific person, s/he will be informed and given the opportunity to 

respond.  

Ideally complainants should receive a definitive reply within 10 working days. If this is not possible 

because an investigation has not been completed, a progress report will be sent to the 

complainant with an indication of when s/he may expect to receive a full reply. 

  

Regardless of whether the complaint is found to be valid or not, the reply to the complainant will 

describe the action taken to investigate the complaint, the conclusions from the investigation, 

and any action taken as a result of the complaint. 

If the complaint relates to the founder and CEO, please contact the Chair of Trustees if you 

don’t feel comfortable discussing in first instance with the Founder and CEO 

  



 
 

1.7.2 Stage Two 

 If the complainant feels that the problem has not been satisfactorily resolved at Stage One, s/he 

can request that the complaint be reviewed at Board level. At this stage, the complainant should 

forward his/her complaint to the Chair of the Board of Trustees. The Chair will acknowledge the 

request within five working days of receiving it. The acknowledgement will say who will deal with 

the case and when the complainant may expect a reply. 

  

The Chair of the Board may investigate the case or delegate another Trustee to do so (where 

there is no conflict of interest). This will involve reviewing the paperwork of the case and 

speaking with the person who dealt with the complaint at Stage One. The person who dealt with 

the original complaint at Stage One will be kept informed of developments. 

  

If the complaint relates to a specific person, s/he should be informed and given a further 

opportunity to respond. 

Ideally complainants should receive a definitive reply within a month. If this is not possible 

because the review has not been fully completed, a progress report will be sent with an indication 

of when a full reply will be given. 

Regardless of whether the complaint is upheld or not, the reply to the complainant will describe 

the action taken to investigate the complaint, the conclusions from the investigation, and any 

action taken as a result of the complaint. 

The decision taken at this stage is final, unless the Board decides it is appropriate to obtain 

external assistance to resolve the issue.  

Unreasonable or Vexatious Complaints 

While we are committed to hearing all concerns fairly, N-Gage may implement proportionate 

restrictions where a complainant’s behaviour is persistent, abusive, or vexatious. This may include 

limiting communication channels or declining to consider repeated issues that have already been 

fully addressed. 

1.8 Charity Commission UK 

 If the complainant is not happy with the outcome of the Board’s review of their complaint, s/he 

can complain to the Charity Commission. Complainants may refer concerns to the Charity 

Commission only where the issue involves: 

• Misuse of charitable funds 

• Serious governance failure 

• Harm to beneficiaries or the public 

• Illegal activity or personal benefit 

• Serious risk to the charity’s assets or reputation 



 
 

Further details are available at: https://forms.charitycommission.gov.uk/raising-concerns/. 

ICO UK 

For complaints about how we manage your data if after discussing with us you are still not 

satisfied, please contact the Information Commissioners Office (ICO):  

https://ico.org.uk/make-a-complaint/ 

Fundraising Regulator UK 

For complaints about how we fundraise (if after discussing with us you are still not satisfied) 

please contact the Fundraising Regulator https://www.fundraisingregulator.org.uk/complaints 

1.9 Policy & Procedure Review Date 

Policy Introduced: 27/04/2026 

Next Review Date: March 2026 

Signed: 

 

Christie Spurling MBE, FRSA 

Founder & CEO 

 

https://ico.org.uk/make-a-complaint/
https://www.fundraisingregulator.org.uk/complaints

