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Version Control 

Version 1.0 First version  

Version 2.0 Novated from SMA to CIO and 
updated 

December 2018 

Version 2.1 Minor wording changes July 2025 

 

Review Procedure 

Name of governing body: Sherborne Museum Board of Trustees 

Date on which this policy was 
approved by governing body:  

July 2025 

Policy review procedure:   Published and reviewed from time to time, at least once 
every three years.  

Date at which this policy is due for 
review:  

July 2028 

 

 

Mission Statement 

Our mission is to increase public awareness, appreciation and understanding of Sherborne's 
natural, historic and cultural heritage through the acquisition, preservation and display of a 

unique collection of items that are particularly relevant to the area. 
 

We will play an active role in the community, creating a centre of inspiration, education and 
enjoyment for all, while providing excellent standards of customer service. We will 

endeavour to reduce all physical, cultural, social, intellectual, financial and psychological 
barriers to access. Bearing in mind our commitment to future generations, our policies will 
be governed by the principles of resilience and sustainability and governed by the Museum 

Association’s Code of Ethics. 
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Introduction 

Sherborne Museum aims to provide an excellent service of benefit and enjoyment to our 
users and members and “to play a key role within our local community, actively contributing 
to learning and education across all age groups”. 

 We are dedicated to providing inspirational and educational exhibits and activities 
for all to enjoy. 

 We carry out conservation, interpretation and display in a safe and secure 
environment. 

 Our volunteers are dedicated to the provision of a friendly, high quality and user-
focused service to all users. They are committed to promoting the ideals of our 
organisation, as set out in our Mission Statement, and to delivering the standards 
contained in this policy. 
 

1. Our Customer Commitment 

Access: 
 Our opening times are clearly displayed on site and through our website. 
 We are mindful at all times of the needs of those with different abilities and strive to 

meet them as far as possible within the limitations of a Grade II listed building and a 
budget appropriate to a small independent museum. 

 Sherborne Museum is committed to documenting and digitising its collections in 
order to ensure accessibility of information and the fulfilment of its responsibilities 
to donors, researchers and lenders. 
 

People and Potential: 
 Sherborne Museum is committed to providing an environment in which volunteers 

are encouraged, through training and development offered by, for example, the 
Dorset Museums Council and the SW Federation of Museums and Art Galleries, to be 
as effective and motivated as possible. 

 We continue to aspire towards the criteria set out within the Accreditation Standard 
and communicate our pursuit of excellence to our users. 
 

Improvements: 
 Sherborne Museum is dedicated to presenting new, informative and relevant 

exhibitions and events to our audience and we will encourage staff to be flexible and 
innovative in their approach to and judgement of audience expectation. 

 We regularly monitor our services and improve them in response to feedback and 
complaints. 
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Partnerships: 
 Sherborne Museum is committed to working in partnership with other museums and 

organisations to achieve the objectives of our Mission Statement and contribute to a 
wider appreciation and understanding of Sherborne’s heritage. 

 We will encourage partnerships within and beyond our local community that are 
beneficial to our audiences and provide exhibitions, events and activities that 
celebrate diversity. 
 

Equal opportunities: 
 Sherborne Museum volunteers will ensure equal, inclusive and courteous treatment 

towards each other and to all our users, fostering a positive approach to equal 
opportunity across our organisation. 

 We will identify any barriers to participation and learning and work with our 
members, volunteers, users and community to address them where possible. 
 

2. Our promise to users 

 Our standards of service are designed to support the aims and objectives of 
Sherborne Museum in pursuit of its purpose. 

 We aim to achieve excellence in our exhibitions, facilities and services and 
endeavour to make them accessible to all. 

 We operate a simple complaints procedure designed to resolve problems quickly and 
improve services. Any complaint will receive a written response. 

 We publicise and market our events, exhibitions and facilities to the widest possible 
audience, and provide accurate information and promotional material on site and 
through social media. 

 We provide clearly displayed information signage regarding access, admission, 
special events, gallery closures, temporary hazards and equipment failure. 

 We regularly update our Emergency Plan and communicate this to our volunteers. 
The building is inspected regularly by a Fire Officer, whose recommendations we 
follow. 

 Our volunteers offer high standards of courtesy, helpfulness and knowledge, are 
identifiable to our users and will deal politely and efficiently with enquiries. 

 We encourage feedback from our users and provide opportunities for them to give 
independent feedback. 

 The museum is run entirely by volunteers, and at times with only a few volunteers in 
attendance. Phone calls will be answered if someone is on duty, otherwise it will be 
directed to voicemail. Research enquiries will be recorded and responded to as soon 
as possible.  
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3. Comments and complaints 

 Sherborne Museum encourages comments, both positive and negative, from users 
and while we aim to provide a high standard of customer care at all times, the 
museum accepts that complaints will be made. 

 Whether a complaint is made verbally, by e-mail, letter or telephone, it will be 
investigated and answered, and used as a means to improve standards. 

 We will deal with complaints promptly and take action, where appropriate, to ensure 
that a similar situation does not arise again. 

A complaint can be made in person to any volunteer or front-of-house steward, or by phoning 
the museum. They will either pass the caller directly to the Curator or Chair, or log the 
complaint for their attention. 

 
Alternatively, a complaint can be sent to: 

Sherborne Museum 
Abbey Gatehouse 
Church Lane 
Sherborne  
Dorset DT9 3BP 
 

Or e-mailed to: info@sherbornemuseum.com  
 

We will respond to all written complaints within one calendar month. If the complainant is 
still dissatisfied, a meeting can be arranged with the Chair to discuss the matter personally. 

 

 


