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ILKLEY & DISTRICT U3A 
 

 
Dealing with concerns and complaints 
Occasionally our U3A may encounter difficulties that impact on members’ enjoyment 
and/or the smooth running of one or more of our activities.  These can include but 
are not limited to: 

• A complaint from an individual member 
• A complaint from an external organisation 
• Concerns about the behaviour of a member, group leader or a trustee 
• Conflict arising between two or more members which may include trustees 

and group leaders 
 
It is important that members know where to turn for help, advice and support, so that 
whatever the issue, it can be resolved quickly, objectively and appropriately.  As a 
general principle, all problems should be dealt with confidentially in a tactful and 
thoughtful way to avoid unnecessary escalation.  
 
 
Initial steps and first points of contact 
The first step will be to try to attempt an informal resolution in such a way that will be 
satisfactory to all those involved.  Only when this fails should a more formal 
procedure be adopted.   
 
For complaints within a group, the first point of contact should be the group leader 
unless he or she is the focus of the complaint.  If the group leader cannot resolve the 
issue to the complainant’s satisfaction, he or she will refer the matter to the Chair of 
the Management Committee for advice without necessarily invoking any formal 
proceedings.   
 
If a group leader is involved in any aspect of the complaint, the issue should be 
referred in the first instance to the Groups Co-ordinator. 
 
For external complaints and internal complaints not relating to a specific group or 
groups, the problem will be dealt with by one or more designated trustees.   
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For complaints relating to the behaviour of a trustee or trustees, advice will be 
sought from the Chair, or if the Chair in involved in the complaint, from the Vice 
Chair.    
 
Informal procedure 
The steps taken to resolve a complaint informally include: 
 
1. The Group Leader (GL), Groups' Co-ordinator (GC) or designated Trustee (DT) 

will hold a confidential meeting with each party concerned. The purpose of these 
meetings will be to understand the problem, hear each party’s views and consider 
ways of resolving the issue to everyone’s mutual satisfaction.  The meetings will 
take place as soon after the event as possible.   

2. If a solution agreeable by all parties can be reached, no further action will be 
taken. There is no requirement to keep a written record but in some instances it 
may be wise to do so e.g. if a precedent may be set for dealing with similar 
situations in future, or if there may be repercussions.  

3. If a solution agreeable by all parties cannot be reached, the advice of the Chair of 
the Management Committee will be sought as to next steps.  
 

There is a strong precedent within our U3A for dealing with minor complaints 
informally and such issues are typically resolved satisfactorily and speedily as they 
arise.   
 
Formal procedure 
If the complaint is referred to the Chair of the Management Committee, he/she will 
decide next steps, if necessary, in consultation with other trustees and the relevant 
GL. If a decision is taken to deal with the issue as a formal complaint, or the 
complainant(s) has/have asked for the complaint to be dealt with formally, a sub-
committee meeting comprising at least three trustees will be convened.    
 
If the Chair decides that a further round of informal discussion is likely to resolve the 
issue, he/she will nominate an independent arbiter (normally another trustee) to 
mediate.   
 
Once the formal procedure is invoked, written records of all meetings will be kept 
and stored securely for 12 months.   
 
1. Each person involved will be invited to discuss the complaint from their point of 

view.  They may be accompanied by a friend or relative in a supportive capacity. 
2. The sub-committee will then consider the matter, taking into account any 

mitigating circumstances and agree what course of action is necessary. 
3. Everyone involved in the complaint will be informed confidentially in writing of the 

outcome and any proposed actions. 
4. The complaint should be dealt with as quickly as is practically possible. 
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Possible courses of action following the formal complaints procedure 
• No further action 
• Oral feedback from a trustee with another trustee present 
• Written feedback from the sub-committee which clearly states what will 

happen if the situation is repeated 
• Exclusion from an interest group 
• Termination of U3A membership 
• Termination of a trustee’s term of office 

 
If a serious incident of any kind should arise, the matter may have to be referred to 
the appropriate authority.   
 
Right of appeal 
All members have the right of appeal. An appeal can be lodged either by the person 
who made the complaint or by the person against whom the complaint was made. 
  
The appeal should be made in writing within 7 days of notification of the decision and 
can include a request for a follow-up meeting at which the member can be 
accompanied by a friend or relative. For the appeal, the Chair will convene a meeting 
of three trustees (including him/herself).  These should not include those trustees 
who were involved in the initial investigation. 
 
At the meeting, the original decision will be reviewed, taking into account any new 
evidence.  A final decision will then be made, which will be communicated to the 
member(s) in writing.   
 
Role of the Third Age Trust 
The Management Committee may contact the Third Age Trust for advice at any time. 
They can also request support from a Regional Trustee, a Trust volunteer and/or 
National Office staff. The Committee will inform the involved parties that additional 
support has been requested and the reasons why.   
 
Review 
This policy was adopted on 10 May 2019 and will be reviewed in 2 years or sooner if 
necessary.   


