
 
We Welcome Your Feedback (External) 

(Comments, Compliments and Complaints) 
The Crafts Council team welcomes feedback about the experiences of all we serve. Your 
feedback helps us to recognise where we are delivering great work and where there is an 
opportunity to learn and improve. Here are the ways you can share your experience with us and 
we thank you in advance for helping us.  

Sharing feedback 

We welcome feedback in the following ways: 

• In person by speaking to a Crafts Council employee, which could include asking to speak 
to a Duty Manager if attending a Crafts Council event  

• By following this link to complete a short survey   

• By sending an email to hello@craftscouncil.org.uk for the attention of Natalie Melton, 
Executive Director  

• Letters are to be addressed to Natalie Melton, Crafts Council Executive Director 
Crafts Council, 44a Pentonville Road, London N1 9BY 

• Over the phone by calling +44 (0)20 7806 2500 

• You are welcome to share direct messages via our online socials  

Information that is useful to be shared: 

• Your name  

• Contact information if you would like to receive a response (number, email, address, etc.) 

• The date your feedback is being shared    

• Details of the feedback you wish to share (including date, time, venue, activity and people 
involved, where known)   

• Any recommendations you wish to share 

• Confirmation if you would like to receive a response to the feedback provided      

How your comment or complaint will be treated  

If your feedback is provided in person, notes will be taken by a relevant colleague who will 
complete a form with you / on your behalf and this form will be shared internally, including with 
our Executive Director.  

If sharing feedback by email, you should expect to receive an acknowledgement within two 
working days. It may take a little longer to receive a response by letter.  

All feedback is logged and relevant colleagues, including our Executive Director and fellow 
members of our Senior Management Team will be informed.  

Where further follow up is required following receipt of a complaint, a relevant member of the 
team will be assigned to investigate further which could include requesting further information. 
All feedback provided will be treated sensitively, with professionalism and care. Where you have 
provided contact information, we will aim to share an outcome relating to your complaint within 
30 working days.  

Any recommendations will be shared with our Executive Director, Natalie Melton, who will 
ensure appropriate measures are taken. Our Board of Trustees are updated about any feedback 

https://www.surveymonkey.com/r/DP5R2ZJ
mailto:hello@craftscouncil.org.uk


we receive as part of regular board reporting. Where it is necessary to do so, a Trustee will also be 
assigned to support an investigation and oversee any outcomes.  


