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MEMBER COMPLAINTS PROCEDURE
Approved by the Council: 9 December 2025
Effective with respect to complaints received from: 1 January 2026
	
* References to Rules in these Standing Orders refer to the Rules in the Union’s Rulebook

	



Introduction

· Equity is committed to providing high quality services to all its members at all times. Complaints about our services can be made using this procedure.

· The procedure is intended to ensure complaints are dealt with efficiently, fairly, and without unreasonable delay.

· Equity provides its services through its elected members, staff, and agents (such as third-party solicitors). A member who is unhappy with the service they have received can use this procedure to raise their concerns.

· We encourage members to raise issues informally in the first instance. In many cases, concerns can be resolved quickly and effectively by speaking directly with the member of staff involved. However, if your concern cannot be resolved informally, please follow the formal complaints procedure outlined below.

· Where a complaint is found to be justified, Equity will take appropriate measures.

A complaint by a member about another member, that is not concerned with the provision of the Union’s services, is outside the scope of this procedure. The Union has authority under its Rules to investigate disputes between members in limited circumstances only, and these are set out in the Union’s Rulebook (Rules S1-S16) which can be found here: Rules of the union | Equity













Stage One

1.1 In the first instance, please email complaints@equity.org.uk. Please describe your concern clearly, including what happened and what outcome you are hoping for. We will acknowledge your complaint within seven working days of receiving it.

1.2 The governance team will review the complaint and pass it to the most appropriate person to investigate it for you. In normal circumstances, this will be the line manager of the member of staff responsible for directly delivering the service about which you are complaining.

1.3 You will receive a written response to the complaint, informing you of the outcome within 14 working days of it being passed to them for investigation.

Stage Two


2.1 Many complaints can be resolved relatively easily and quickly through Stage One. If you remain dissatisfied, please write to complaints@equity.org.uk to request that we progress your complaint to Stage Two of this procedure. A request to progress your complaint to Stage Two must be sent to complaints@equity.org.uk no later than seven days after receipt of the outcome response at paragraph 1.3 above.

2.2 Complaints under Stage Two will be investigated by a senior staff member. In normal circumstances, this will be the Secretariat member with responsibility for the services that are the subject of the complaint. The governance team will tell you who this is within seven working days of receiving the complaint.

2.3 We aim to investigate and provide you with a written outcome to your Stage Two complaint within two months of telling you who is investigating the complaint. If the complexity of the complaint means that this is not reasonably possible, we will advise you of this and keep you informed of the progress of the investigation.

Stage Three

3.1 If you are unhappy with the outcome, you can ask for a review of the way in which we have dealt with your Stage Two complaint. A request for a review must be sent to complaints@equity.org.uk no later than 28 days after receipt of the outcome response at paragraph 2.3 above.

3.2 A review under Stage Three will be carried out by a Secretariat member (normally the Deputy General Secretary or General Secretary).

3.3 The reviewer will aim to provide their review within 28 days of receipt of the request.
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