
​Complaints Policy​

​Aim​

​This policy outlines the process for complaints about the United Kingdom Maths Trust (UKMT) by​
​members of the public, including schools and UKMT centre coordinators, and parents or carers of​
​students that have participated in our activities. Please note the exceptions to this policy listed below.​

​The aim is to ensure that any complaint is handled by UKMT sympathetically, efficiently, at the​
​appropriate level, and resolved as soon as possible.​

​We believe that doing so is both good practice and important for harmonious relations between our​
​organisation and those participating in UKMT activities.​

​Policy statement​

​UKMT is keen to know if there is cause for dissatisfaction with our activities. Everyone should know​
​that a complaint, made in good faith, will not be taken negatively nor will it reflect adversely on any​
​student or school, or their engagement with UKMT.​

​UKMT will investigate and try to resolve every complaint in a positive manner, and will treat​
​complaints as an opportunity:​

​●​ ​To put right any matter which may have gone wrong;​​and​
​●​ ​To review systems and procedures in light of the relevant circumstances.​

​UKMT recognises that a complaint which is not resolved quickly and fairly can soon become a cause​
​of resentment, which can be damaging to relationships and also to UKMT’s culture and reputation.​

​This policy is available on UKMT’s website and can also be made available upon request. Accessible​
​versions can be requested via​​secretaryadmin@ukmt.org.uk​​.​

​Who this policy does not apply to​

​This policy does not apply to employees and UKMT volunteers. Complaints regarding employment or​
​volunteering matters are governed by the Trust’s Employee Handbook and Volunteering Policy​
​respectively.​

​This policy does not apply to students who have participated in UKMT’s school-based Challenges or​
​Olympiads. Concerns about the administration of these should be raised with the UKMT centre​
​(school) at which the student participated. UKMT is open to requests about the marking of individual​
​scripts, and these will be directed to the appropriate Lead Marker. However, these will not be treated​
​as complaints, and are not subject to the processes outlined in this policy. If a student is dissatisfied​
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​with their treatment in the course of a UKMT activity (e.g. a Summer School, Camp, or Mentoring​
​programme), a complaint can be submitted on their behalf by a parent or carer.​

​Roles and responsibilities​

​The UKMT Board of Trustees is responsible for approving this policy and monitoring its​
​implementation. The Director of UKMT is responsible for the implementation of this policy.​

​The Board of Trustees may periodically require the Director to account for the level and nature of​
​complaints received, along with data on outcomes, to ensure the procedure remains effective.​

​Data protection​

​The Trust will keep records of complaints in line with its Data Protection Policy and the content of​
​complaints may be shared with the Board of Trustees. Anonymised data extracted from complaints​
​may be used to inform the Trust’s activities or procedures, and may be shared more widely.​

​UKMT will record relevant details of complaints in a Complaints Register, which will periodically be​
​maintained to remove old or irrelevant information. Records of complaints will normally be​
​maintained for 3 years, and will be kept confidential.​

​The General Data Protection Regulation (GDPR) provides individuals with the legal right to complain​
​to the Information Commissioner’s Office (ICO) if they “consider that the processing of personal​
​information relating to him / her infringes…” GDPR. The ICO’s default expectation is that​
​organisations and individuals will attempt to resolve complaints regarding data directly.​

​Concerns relating to the processing of personal information should be referred initially to UKMT’s​
​Data Protection Officer via​​dpo@ukmt.org.uk​​.​

​Individuals have a right to access personal information held about them, including complaints​
​information, unless one of the exemptions specified in the GDPR apply. Personal information will​
​therefore only be recorded and maintained in a factual, accurate, and necessary way for the purpose​
​of handling a complaint in accordance with the below procedure.​

​Procedure​

​In most cases, the Trust’s preference is to resolve concerns at an informal stage, before they have​
​been submitted formally as a “complaint”. The Trust will recognise and act on concerns raised in good​
​faith with the aim of reducing the numbers that become formal complaints.​

​Informal stage​
​An approach can be made to any UKMT employee, Trustee, or volunteer leading an activity to register​
​dissatisfaction, or a concern that may escalate to a complaint if not resolved. It is often best if an​
​issue can be resolved on the spot, which may include an apology and remedial action taken.​
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​If the UKMT representative who was approached considers that the complaint is of appropriate​
​severity, they will notify the Director of UKMT.​

​At the informal stage, the Director may ask a UKMT employee to resolve an issue through direct​
​contact, by email or telephone.​

​If the matter cannot be resolved informally within 15 working days to the satisfaction of the member​
​of the public, they may proceed with the formal complaint stage of the procedure.​

​Formal complaints (Stage 1)​
​Normally the Director is the coordinator and primary investigator of formal complaints.​

​If the Director is the subject of the complaint, the complainant should indicate this upon submission.​
​In this situation, the Chair of the Board of Trustees shall nominate another equally qualified Person​
​to follow the Stage 1 procedure outlined below. If the Chair is the subject of the complaint, the​
​Vice-Chair shall nominate a relevant Person to follow the procedure.​

​If the Director is not the subject of the complaint, but has a relevant conflict of interest (​​e.g. a​
​connection to the complainant’s school or child​​) then​​the complaint should also be referred to the Chair​
​in the first instance.​

​The Director may reasonably request that a complaint which is submitted formally, without any​
​attempt at informal resolution, is dealt with initially under the informal procedure.​

​A Stage 1 complaint should be made in writing to​​secretaryadmin@ukmt.org.uk​​.​​If the Director is​
​satisfied that an attempt at informal resolution has been made, they will consider, investigate, and​
​offer a written resolution to the issue. A complainant may request support to formulate their​
​complaint in writing, which will be undertaken by an employee not subject to the complaint, as​
​nominated by the Director.​

​Where an investigation is appropriate, the Director will ensure that they:​
​1.​ ​Review the informal complaint and how it was handled;​
​2.​ ​Establish what has happened so far and who has been involved;​
​3.​ ​Clarify the nature of the complaint and what remains unresolved;​
​4.​ ​Meet with the complainant or contact them directly to clarify any unclear element of the​

​complaint;​
​a.​ ​Clarify what the complainant feels would resolve the issue;​
​b.​ ​Meet with the persons involved;​
​c.​ ​Keep a detailed written record of their investigation.​

​A formal complaint will be acknowledged as soon as possible in writing, and no longer than 3​
​working days.​

​When they are satisfied that, so far as is reasonably practicable, they have all the necessary​
​information to reach a decision, the Director will communicate this in writing. The complainant​
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​will be informed of this decision along with the reasons. At Stage 1, the outcome can be that the​
​complaint is:​

​●​ ​Upheld;​
​●​ ​Dismissed;​
​●​ ​Upheld or dismissed in part.​

​The Director will respond as soon as possible regarding the outcome of the complaint, seeking to​
​provide a resolution in no longer than 25 working days. This will be considered a final response​
​on behalf of the Trust. If a complaint proves particularly complex, such that this timeframe will​
​not be achieved, a letter explaining the reasons for this, with an expected full response date, will​
​be issued.​

​Formal complaints (Stage 2)​
​As a small organisation, UKMT does not routinely offer the opportunity for a further hierarchy of​
​appeals regarding decided complaints. However, the complainant may make representations​
​regarding the outcome if they do not feel it has been resolved to their satisfaction.​

​Representations should be submitted to the Chair of the Board of Trustees in writing, no later​
​than 15 working days following receipt of the written decision, specifying the reasons that either​
​(a) the complainant considers the complaint to remain unresolved, or (b) that the above Stage 1​
​procedure was not appropriately followed.​

​The Chair may undertake, or may appoint another Trustee to undertake, a desk-based review of​
​the complainant’s concerns and the written decision, reasons, and internal documentation​
​compiled by the Director. The Chair may or may not choose to meet the complainant at this​
​stage.​

​The Chair may decide not to reopen the complaint if they consider it to have been handled​
​appropriately. If the Chair considers that the complaint has not been appropriately resolved,​
​they may appoint a Person separate to the Director to undertake a further investigation, in line​
​with the procedures outlined at Stage 1. This Person’s findings shall be reported to the Chair,​
​who will make the final decision on whether to uphold or dismiss the complaint.​

​The Chair will notify the complainant of the action to be taken as part of Stage 2, and the​
​timelines of that action, within 10 working days of receipt of the representations.​

​The Chair’s decision at the culmination of Stage 2 will be final, and there is no further avenue for​
​appeal within the Trust’s complaints procedure. If a complainant remains unsatisfied, they may​
​seek advice from the following government webpage:​
​https://www.gov.uk/complain-about-charity​
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​Resolving complaints​

​At each stage in the procedure, the Trust will have in mind ways in which a complaint can be​
​resolved. It might be sufficient to acknowledge that a complaint is valid in whole or in part. In​
​addition, it may be appropriate to offer one or more of the following:​

​●​ ​An apology;​
​●​ ​An explanation;​
​●​ ​An admission that the situation could have been handled better;​
​●​ ​An explanation of remedial action that has been, or will be taken to ensure that the​

​situation will not recur;​
​●​ ​An undertaking to review policies or procedures.​

​An apology or admission that a situation could have been handled better is nonetheless not an​
​admission of negligence.​

​It is useful if complainants state, at each stage, the actions they feel would resolve the problem.​

​Vexatious or abusive complaints​

​UKMT is fully committed to dealing with all complaints fairly and impartially, in a friendly,​
​respectful, and professional way.​

​Complainants are expected to understand the need to behave in a similar way, in order to​
​identify a constructive means to achieve a mutually agreeable resolution.​

​UKMT reserves the right to dismiss without investigation complaints that are registered in an​
​abusive, offensive, or threatening manner, regardless of the mode of communication by which​
​these are submitted. In addition, the Trust reserves the right to cease communicating with any​
​complainant whose behaviour is judged to be unacceptable, in order to protect its employees​
​and volunteers. UKMT will read all correspondence from such complainants, but unless there is​
​fresh evidence which affects the decision on the complaint or other relevant matters, it may​
​simply be acknowledged or placed on file with no acknowledgement.​

​The other scenario in which UKMT will modify its handling of complaints is if they are considered​
​to be unreasonably persistent or repetitive in content. In particular, if the Trust considers that​
​the contents of a complaint, or very similar concerns, have already been addressed, then it​
​reserves the right not to proceed with further investigations.​

​How to submit a complaint to UKMT​

​All formal complaints should be submitted to​​secretaryadmin@ukmt.org.uk​​.​​Information should​
​be provided regarding efforts made to resolve the subject of the complaint informally.​
​Complainants should detail what they feel would be the best way to resolve the complaint, and​
​the outcome they are looking for in raising it.​
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​Annex 1 - UKMT Complaint Submission Template​

​To​ secretary admin

​Cc​

​Bcc​

​Subject​ ​Formal Complaint Submission – [Your name or subject of complaint]​

​1. Complainant information​
​●​ ​Full name:​
​●​ ​Organisation/school (if applicable):​
​●​ ​Email address:​
​●​ ​Phone number (optional):​

​2. Summary of the issue​
​Please provide a clear and concise summary of the issue you are raising.​

​[Insert summary here]​

​3. Details of informal resolution attempted​
​If you have attempted to resolve the matter informally (e.g. through direct communication),​
​please outline the steps taken and the outcome.​

​[Insert details here]​

​4. Desired outcome​
​Please state the resolution or action you would like to see as a result of this complaint.​

​[Insert desired outcome here]​

​5. Relevant documentation​
​Please list and attach any documents, emails, screenshots, or other evidence relevant to your​
​complaint.​

​[Insert list here] (Attach documents to your email submission)​

​Declaration​
​I confirm that the information provided in this complaint is accurate to the best of my knowledge.​

​●​ ​Signature (typed name):​

​●​ ​Date:​
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​UKMT Complaints Procedure​
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​UKMT Complaints Procedure - Stage 2​
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