
BROUGHTON PLAYING FIELDS & VILLAGE HALL ASSOCIATION

Complaints Policy 
1 Policy Statement

1.1 Introduction
Broughton Playing Fields and Village Hall Association’s Management Committee is committed to maintaining good relationships with members of the local community and with the users of the village hall. It would like everyone who comes into contact with the village hall to enjoy a positive experience and welcomes feedback and comments (both positive and negative) about its work, as these can provide valuable information about the Committee’s effectiveness.  
If any user of Broughton Village Hall or member of the local community is unhappy with the standard of service provided, the quality of the facilities within the Hall, the safety of users, the handling of a particular situation or issue, or any other matter relating to the Village Hall, the Association’s Management Committee would wish to know about this so that mistakes can be addressed and improvements can be made for the future. 
1.2 Purpose

The purpose of the policy is to:

· Provide a fair and transparent complaints procedure which is clear and easy to use for anyone wishing to make a complaint 

· Publicise the existence of the Association’s complaints procedure so that people know how to make contact to make a complaint

· Make sure that everyone on the Management Committee knows what to do if a complaint is received

· Make sure all complaints are investigated fairly and in a timely way

· Gather information which helps the Association make improvements
1.3 Principles
Complaints are viewed as an opportunity to learn and improve for the future as well as to put things right for the person or organisation which has complained.

All complaints will be handled sensitively and confidentially and will adhere to relevant data protection requirements. 

All complaints will be taken seriously and treated equally. The Management Committee will not discriminate in any way in its handling of complaints.
The complaints procedure will be simple to operate and wherever possible will enable complaints to be resolved quickly and smoothly and as close to the source of the misunderstanding or problem as possible.

All complaints will be investigated thoroughly. If the complaint is of a complex nature and the investigation is expected to require longer than the timescale stated in the procedure, the complainant will be informed so that a more realistic timescale can be agreed.
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