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SMPS FUND
Registered Charity No. 1183219
Complaints Policy
Sheen Mount Primary School Fund

1. Purpose
Sheen Mount Primary School Fund ("the Charity") is committed to fulfilling its charitable purposes and managing its funds responsibly, transparently and in accordance with its governing document and applicable charity law.
The trustees recognise that parents, carers, pupils, members of the school community, donors, beneficiaries, volunteers and other individuals or organisations may occasionally have concerns or complaints about the Charity.
The purpose of this policy is to ensure that complaints are handled:
· fairly and consistently;
· promptly and objectively;
· respectfully and without discrimination;
· in accordance with the Charity's governing document;
· with appropriate confidentiality; and
· in a manner that enables the trustees to learn from complaints and improve the Charity's administration.
The trustees will have regard to relevant guidance issued by the Charity Commission for England and Wales.
2. Scope of the Policy
This policy applies to complaints concerning the Charity, its trustees, volunteers, fundraising activities, financial administration, decisions or activities undertaken on behalf of the Charity.
Examples include complaints about:
· the use or management of charitable funds;
· expenditure or financial decisions;
· fundraising activities;
· the handling of donations;
· the administration of grants or assistance provided by the Charity;
· whether an activity is consistent with the Charity's charitable purposes;
· the conduct of trustees or volunteers acting on behalf of the Charity;
· conflicts of interest;
· financial controls or authorisation procedures; and
· the information provided by the trustees about the Charity's activities or finances.
This policy does not apply to complaints about the school's teaching, curriculum, staff, safeguarding arrangements, pupil behaviour or other matters that are the responsibility of the school or its governing body. Such complaints should be made under the school's own complaints procedure.
Where it is unclear whether a complaint concerns the Charity or the school, the Chair of Trustees and the relevant school representative should determine which complaints procedure applies.
3. Trustee Responsibility
The trustees have overall responsibility for ensuring that complaints concerning the Charity are handled appropriately.
Trustees must act in the best interests of the Charity and comply with their legal duties and the Charity's governing document.
The trustees will ensure that complaints are considered independently wherever reasonably possible.
The Charity's governing document will take precedence where it contains specific provisions concerning disputes, trustee decisions, membership or complaints.
4. Principles for Handling Complaints
The Charity will:
· take genuine complaints seriously;
· acknowledge complaints promptly;
· investigate complaints fairly and impartially;
· consider relevant evidence before reaching a conclusion;
· give the complainant an opportunity to provide relevant information;
· keep appropriate records;
· protect confidential information;
· comply with applicable data protection requirements;
· identify and address conflicts of interest; and
· take appropriate corrective action where a complaint is upheld.
The Charity will not disadvantage a person simply because they have raised a complaint in good faith.
5. Stage 1 – Informal Resolution
Where appropriate, any concerns should initially be raised informally with the Chair of Trustees or another trustee designated by the Board.
A concern may be made verbally or in writing.
The trustee receiving the concern should seek to establish:
· what the concerned party believes has happened;
· when and where the matter occurred;
· what evidence is available;
· who was involved; and
· what resolution the concerned party is seeking.
Where the matter can reasonably be resolved without a formal investigation, the trustee may provide an explanation, correct an error or take another appropriate action.  This will be confirmed in writing.
The aim will normally be to resolve informal concerns within 10 working days.
If the concern cannot be resolved informally, or the concerned party remains dissatisfied, they may proceed to Stage 2.
6. Stage 2 – Formal Complaint
A formal complaint should normally be submitted in writing to the Chair of Trustees.  Please complete the form at Appendix 1. 
The complaint should provide, where possible:
· the complainant's name and contact details;
· a description of the complaint;
· relevant dates and circumstances;
· relevant supporting documents or evidence;
· details of any previous attempt to resolve the matter; and
· the outcome sought by the complainant.
The Charity will acknowledge receipt, normally within 5 working days.
The Chair will determine who should investigate the complaint. The investigator should, wherever possible, be independent of the matter complained about.
The investigation may include:
· reviewing financial records;
· reviewing trustee minutes and decisions;
· reviewing correspondence;
· speaking to trustees, school representatives, volunteers or other relevant individuals;
· obtaining further information from the complainant; and
· obtaining independent professional advice where appropriate.
The Charity will normally provide a written response within 20 working days of receiving the formal complaint.
If the investigation cannot reasonably be completed within that period, the complainant will be informed of the reason for the delay and given an indication of when a response is expected.
7. Conflicts of Interest
Any trustee who has an actual, potential or perceived conflict of interest in relation to a complaint must declare that conflict.
A trustee who is the subject of the complaint, was directly involved in the matter complained about, or has another significant personal interest in the outcome should not normally investigate or determine the complaint.
The conflicted trustee should not participate in relevant discussions or decisions and should not be counted in the quorum where the Charity's governing document or applicable rules require this.
The trustees will record the conflict and how it was managed.
The Charity Commission states that trustees must identify and properly manage conflicts of interest and should record the conflict, who or what it affected, when it was declared and how it was managed. GOV.UK+1 
8. Complaints About the Chair of Trustees
Where a complaint concerns the Chair of Trustees, the complaint should be submitted to another trustee who is not involved in the matter.
The remaining trustees should appoint an appropriate independent person or panel to investigate the complaint where necessary.
The Chair should take no part in investigating or determining the complaint where they have a conflict of interest.
9. Complaints About the Trustees Collectively
If a complaint concerns the conduct or decisions of the trustees collectively, the trustees should consider whether there are sufficient unconflicted trustees to investigate the matter fairly.
Where there are insufficient unconflicted trustees, the Charity may seek advice or assistance from an appropriately qualified independent person, professional adviser or other appropriate body.
Where the circumstances raise a serious concern about the Charity's governance, finances, assets, beneficiaries or compliance with charity law, the trustees should consider whether the matter needs to be reported to the Charity Commission.
10. Stage 3 – Review
If the complainant remains dissatisfied following the formal investigation, they may request an internal review.
A request for review should normally be made in writing within 10 working days of the formal response and should explain why the complainant believes the matter has not been properly considered.
The review should be undertaken by trustees who were not directly involved in the original investigation, where this is reasonably practicable.
The review will consider whether:
· the complaints procedure was followed;
· relevant evidence was considered;
· conflicts of interest were properly managed;
· the investigation was reasonable and proportionate; and
· appropriate conclusions and actions were reached.
The Charity will normally provide the outcome of the review within 20 working days.
The internal review will normally be the final stage of the Charity's complaints procedure.
11. Serious Concerns and Charity Commission
The trustees recognise that some matters raised through a complaint may involve more than a service or administration issue.
If a complaint identifies a potentially serious incident, significant loss of charitable funds, suspected fraud or theft, serious governance concerns, significant harm to beneficiaries or other circumstances requiring regulatory attention, the trustees will consider whether the matter should be reported to the Charity Commission or another appropriate authority.
The Charity Commission expects charities to report serious incidents where required and expects trustees to provide prompt, full and frank information about what happened and how the charity is dealing with it. GOV.UK 
A complaint will not be delayed simply because the trustees are considering whether a regulatory report is necessary.
Where appropriate, the trustees may seek independent legal, accounting or charity governance advice.
12. External Complaints
The Charity encourages complainants to raise concerns with the trustees directly in the first instance.
The Charity Commission is the regulator of charities in England and Wales, but it is not generally a complaints service for resolving individual complaints about a charity. Its role includes addressing serious regulatory concerns about charities. GOV.UK+1 
A person may raise a concern with the Charity Commission where appropriate, particularly where they believe there are serious concerns about matters such as:
· the Charity not operating in accordance with its charitable purposes;
· significant loss or misuse of charitable funds;
· serious governance failures;
· personal or private benefit from charitable assets;
· significant harm; or
· potentially illegal activity.
The Charity will not seek to prevent a complainant from contacting the Charity Commission or another appropriate regulator where they have a legitimate right to do so.
13. Fundraising Complaints
Complaints relating specifically to fundraising will be considered under this policy.
Where appropriate, the trustees will also have regard to the requirements and guidance of the Fundraising Regulator.
Complaints about fundraising practices may, depending on the circumstances, also be capable of being referred to the Fundraising Regulator. GOV.UK 
14. Anonymous Complaints
Anonymous complaints will be considered at the discretion of the trustees.
An anonymous complaint may be investigated where the information provided is sufficiently detailed and the trustees consider that it raises a significant concern.
The Charity may be unable to provide an outcome to an anonymous complainant.
15. Unreasonable or Repeated Complaints
The Charity will seek to deal fairly with all genuine complaints.
However, the trustees may take proportionate steps to manage correspondence where a person:
· repeatedly raises the same matter after it has been fully considered;
· makes excessive or unreasonable demands on trustees;
· refuses to accept the outcome of a properly conducted investigation without providing new information; or
· behaves abusively towards trustees, volunteers or others involved in handling the complaint.
Any restriction on communication should be reasonable, proportionate and recorded.
16. Confidentiality and Data Protection
Complaints will be handled confidentially wherever reasonably possible.
Information will only be shared with those who need it to investigate or resolve the complaint, or where disclosure is required or permitted by law.
Personal data will be handled in accordance with applicable data protection legislation and the Charity's privacy and data protection arrangements.
17. Records
The Charity will maintain a complaints record containing, where appropriate:
· the date the complaint was received;
· the nature of the complaint;
· the person responsible for handling it;
· relevant evidence and correspondence;
· any conflicts of interest declared;
· the investigation undertaken;
· the outcome;
· any action taken; and
· any review or external referral.
Complaints records will be stored securely and retained in accordance with the Charity's record-retention arrangements.
18. Learning From Complaints
The trustees will periodically review complaints to identify:
· recurring issues;
· weaknesses in financial or administrative controls;
· potential conflicts of interest;
· areas where communication could be improved; and
· opportunities to improve the Charity's governance and activities.
Where appropriate, the trustees will record actions arising from complaints in trustee meeting minutes and monitor their completion.
19. Protection From Retaliation
The Charity will not tolerate retaliation against a person who raises a genuine concern or complaint in good faith.
This does not prevent the trustees from taking appropriate action where a complaint involves knowingly false allegations, harassment, abuse or other unacceptable conduct.
20. Review of This Policy
This policy will be reviewed at least every two years, or sooner if:
· there is a significant change in charity law or Charity Commission guidance;
· the Charity's governing document changes;
· a serious complaint identifies a weakness in the procedure; or
· the trustees consider that amendments are necessary.
The trustees are responsible for ensuring that the current version of this policy remains consistent with the Charity's governing document and applicable legal and regulatory requirements.
21. Contact Details
Complaints concerning the Charity should be addressed to:
Tom Holmes, Chair of Trustees
Sheen Mount Primary School Fund
Charity Registration Number: 1183219
West Temple Sheen, London, SW14 7RT
Email: info@sheenmount.richmond.sch.uk
Where the complaint concerns the Chair, it should be addressed to:

Maria O’Brien
Sheen Mount Primary School Fund
Charity Registration Number: 1183219
West Temple Sheen, London, SW14 7RT
Email: info@sheenmount.richmond.sch.uk
Approved by: Board of Trustees
Date approved: 5th October 2026
Review date: Autumn Term 2028








Appendix 1 – Formal Complaint Form – Stage 2
Sheen Mount Primary School Fund
1. Your details
Name:

Address:

Email:

Telephone:

Relationship to the Charity, if applicable:
[For example: parent/carer, donor, volunteer, member of the school community]

2. What is your complaint about?
Please describe clearly what you are complaining about.
Include, where possible:
· what happened;
· who was involved;
· which decision, activity or action you are concerned about; and
· why you believe the matter is a concern.
Details of complaint:





3. Previous attempts to resolve the matter
Have you previously raised this concern with the Charity?
Yes / No
If yes, please provide details, including:
· when you raised the concern;
· who you raised it with;
· how you raised it; and
· the response you received.

Details:




4. Supporting information
Please attach any documents or other information that you believe supports your complaint.
Do not send original documents unless specifically requested.

5. What outcome are you seeking?
Please explain what you would like the Charity to do in response to your complaint.
This might include, for example:
· an explanation;
· correction of an error;
· reconsideration of a decision;
· review of a financial transaction;
· changes to a procedure or control; or
· another appropriate action.
Requested outcome:

Please note that the trustees will consider the requested outcome but cannot guarantee that it will be granted.
6. Declaration
I confirm that, to the best of my knowledge, the information provided in this complaint is accurate. I understand that the trustees may need to share relevant information with individuals involved in investigating the complaint in order to establish the facts and reach a fair decision.
Name/ Signature:							Date:
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