Field Dalling & Saxlingham Village Hall
Complaints Policy

1.​ Aims
1.1​ The Field Dalling and Saxlingham Village Hall Management Committee aims to provide an efficient, prompt and courteous service.  We recognise, however, that like any organisation we may make occasional mistakes.  We welcome the opportunity of being made aware of problems and aim to resolve these.  
2.​ General principles
2.1​ This policy commits us to:
· Welcoming and recognising the value of comments, positive and negative, on what we do.  Feedback and suggestions are helpful to us in providing an efficient service and in meeting our objectives.
· Treating all complaints quickly, thoroughly and effectively through our Complaints Procedure.
· Ensuring that all necessary staff are aware of the Complaints Policy and their responsibilities for meeting its commitments.
· Taking appropriate action where necessary to prevent problems recurring.
· Monitor the type and frequency of complaints and take them into account for future planning.
2.2​ This policy applies to village hall hirers and users.  
2.3 ​Any complaints or feedback will be handled in accordance with data protection policy. 
3.​Procedure
3.1​ The initial point of contact for all complaints is Julie Wiltshire (Village Hall Management Committee member), and their contact details are: enquiries@fdands.org
3.2​ Julie Wiltshire will contact complainants by phone or in writing to confirm receipt of the complaint, within 10 working days. 
3.3​ Julie Wiltshire will investigate the complaint and identify suitable action. Where a complaint relates to safety they will refer to the Safeguarding and / or Health and Safety policies as required.  Any concerns relating to safety will be investigated immediately. 
3.4​ Julie Wiltshire will make the Village Hall Management Committee aware of the complaint and the nature of the action taken.
3.5​ Julie Wiltshire will contact the complainant in writing explaining what actions have been taken within twenty working days. If this is not possible, Julie Wiltshire will write to the complainant and explain how the complaint is being dealt with and when a full response will be issued. 
3.6​ Complex complaints will be responded to within 25 working days.  
3.7​ If the complainant does not feel this has addressed the issue, a meeting with the Village Hall Management Committee will be arranged within 14 working days of their request.  This will only be offered once a full response has been issued by Julie Wiltshire as described above. 
3.8​ The Village Hall Management Committee will review the actions taken by Julie Wiltshire and the complaint and decide if any further action is required. 
3.9 ​The Village Hall Management Committee will confirm this in writing to the complainant. 
3.10 ​A record of the complaint and relevant correspondence will be kept with the organisation’s documents. 
3.11​ Where a complaint relates to the conduct of a team member, this will be raised with the Village Hall Management Committee. 
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