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Complaints Policy 
 

1. Purpose of this Policy 
 
The New Forest Folklore Society is committed to providing a safe, respectful, inclusive 
space for all who take part in our society, whether online or at any affiliated events. 
This complaints policy is intended to offer a clear, fair, and compassionate process for 
raising concerns or complaints, grounded in our shared values of accountability, harm 
reduction, and community wellbeing. 
 
2. Scope 
 
This policy applies to all The New Forest Folklore Society activities, including: 
•  in-person events 
• Online forums, online calls, and email communication 
• Social media interactions 
 
Complaints may be made by anyone who interacts with our society, including members, 
guests, event participants, facilitators, and the public. 
 
3. Our Values 
 

• Our approach to complaints is guided by the following values:  

• Compassion and empathy 

• Accountability and fairness  

• Safety and harm reduction  

• Inclusion and accessibility 
 
4. What You Can Raise a Complaint About 
 
You may raise a complaint if you experience or witness any of the following: 
• Harassment or discrimination (including but not limited to race, gender, sexuality, religion, 
ability, or age) 
• Bullying or intimidation 
• Breaches of boundaries, including emotional harm 
• Unsafe behaviour (including physical or verbal aggression) 
• Sexual misconduct or inappropriate behaviour 
• Misuse of power or position 
• Breaches of our safeguarding policy 
• Policies and procedures not being followed 
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If a complaint involves criminal behaviour, we may suspend the member concerned while 
any legal investigation proceeds and will follow the outcome of legal proceedings. 
 
5. How to Make a Complaint 
 
Complaints should be addressed to Vikki Bramshaw or Vicki Burgess. Where possible, 
please use the complaint form provided. 
Please include: 

• Your name and contact details 

• A clear description of the incident or concern (including dates, people involved, and 
any evidence where possible)  

• Whether the complaint has also been raised with authorities (if applicable) 
 
6. How We Will Respond 
 
All complaints will be acknowledged within 5 working days.  
We will:  
 
• Review and assess the complaint 
• Decide whether it can be addressed through informal resolution or requires formal 
investigation 
• Contact those involved to hear all sides respectfully 
• Make a decision, 
• Respond within 28 working days, unless extended due to 
complexity or the involvement of external agencies. 
 
7. Immediate Action 
 
In cases of serious misconduct (e.g. violence or sexual misconduct), we may take 
immediate protective action including suspension from the group, or events pending 
further investigation. If a police investigation is underway, we will await the legal outcome 
before making a final decision. 
 
8. Restorative and Informal Resolution 
 
Where appropriate and agreed upon by all parties, we may offer a facilitated dialogue or 
restorative conversation to help rebuild understanding and resolve issues. 
This option is not available in cases involving violence, criminal matters, or serious 
safeguarding breaches. 
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