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Complaints Policy and Procedure

Northlew Victory Hall aims to be a learning organisation. We want to find out
what we are doing well and what we are doing badly - so that we can do even
better in the future. We welcome feedback from our service users; praise and
blame are equally useful. Let us know how you have found our service.

If you are puzzled or concerned by the way we have treated you, you may ask
us for an explanation before deciding whether to make a complaint.

You may make a complaint about any aspect of our service regardless of
whether you have asked for an explanation first.

If you wish to make a complaint, we have a simple procedure, which we will be
happy to tell you more about.

As an Equal Opportunities organisation, we aim to treat everyone on their merits
- irrespective of age, disability or impairment, race, ethnic or national origin,
gender, marital status, sexuality, dependants or class. If you believe we may
have discriminated against you on such grounds, we would be very concerned
and would welcome the chance to investigate your complaint thoroughly.

Scope of the procedure

This Complaints procedure applies to complaints about Northlew Victory Hall
from its volunteers, and service users.

Complaints will be fully investigated and recorded, all parties kept informed and
the procedure publicised. Any individual referred will be given the chance to
comment or answer criticisms. Complaints about trustees and committee
members may lead to action under the organisation’s disciplinary procedures.

Confidentiality

The complainant may remain anonymous. If this is likely to limit the ability to
follow up the complaint, the complainant will be told this and given assurances
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that any information they give will only be used for the purpose it is given and
not shared with anyone else except with their permission.

Support for complainants

Complainants will have to chance to bring someone to support them to any
meetings that are arranged regarding the complaint, as long as all people due to
attend the meeting are informed of the name and position of the complainant’s
supporter and have no objections.

During the process, Northlew Victory Hall will:

o take all complaints seriously.

e keep a digital record of all the complaints we receive.

e try to satisfy complaints at an initial discussion with the Chairperson which
we shall aim to have within two weeks of the initial complaint.

e ensure that complainants are given a copy of the Complaints Policy and
Procedure before that meeting.

o If they are not satisfied as a result of the meeting with the Chairperson,
they can put their complaint in writing to the rest of the committee.

e Once any investigation by the committee is complete, they will be sent a
letter giving an answer to their complaint and informing them of any
action being taken by Northlew Victory Hall.

The Complaints Procedure

The procedure will have the following stages:
Step One - Informal discussion

This will normally be between the complainant and the Chairperson, unless the
complaint is against the Chairperson, then the Vice Chairperson should be
contacted. It will attempt to establish that the complainant wants to make a
complaint, what the complaint is and, if possible, to find a resolution to the
complaint that all involved find acceptable. The first stage should take place as
soon as possible and within no more than a week of the complainant raising the
matter.

Step Two — Written complaint

If your complaint is not resolved through the above actions, the next step is to
put your complaint in writing to the Northlew Victory Hall Committee, marked
private and confidential.

You will receive a response to your complaint within 10 working days.

If you are not satisfied with our response, go to step three.



Step Three - Further discussion

The Committee will investigate your complaint by talking to you and other
people involved in the situation and will follow this up with a full written report,
sending copies to you and retaining one for Northlew Victory Hall’s records in
line with our GDPR Policy.

The report will include any necessary explanations or steps that will be taken to
ensure the problem does not recur.

We will aim to send a report to you within a further 10 working days and will
keep you informed of progress.

If you are not satisfied with our response, go to step four.
Step Four — Complaint meeting

If you are not satisfied that your complaint has been dealt with properly, you
may request a full meeting of Northlew Victory Halls Committee to be convened,
to which you will be invited. You may bring a friend or other representative to
support or represent you. The meeting will hear your complaint again, and of the
internal investigation. It will make a decision regarding appropriate action that
may be required to resolve the situation. You will be contacted in writing with
their decision. The decision of this meeting is final.

We aim to convene this Committee meeting within 15 working days of your
request and write to you within 10 working days of the final decision.

Monitoring complaints

The Chairperson will report annually to the Committee on complaints during the
year and policies and procedures will be reviewed if appropriate.



