@ The Edge Community Centre
Complaints Policy
@ The Edge Community Centre will provide
 a desirable and inclusive community venue of choice
 to enable organisations and individuals
 to partake in a wide range of recreational and social activities.
Introduction

The Coopers Edge Trust, the custodians of the @The Edge Community Centre, are committed to providing the best value and the best possible level of service to its customers and service users. The Trustees, volunteers and staff work very hard to build positive relationships with all users of the facility.  However, the community centre is obliged to have procedures in place in case there are complaints by users.  The following policy sets out the procedures that the community centre follows in such cases.
Aims
· To be fair, open and honest when dealing with any complaint
· To give careful consideration to all complaints, and deal with them as swiftly as possible.  
· To resolve any complaint through dialogue and mutual understanding.  
· To ensure the interests of the individual complainant and the community centre are both supported.  
· To allow sufficient opportunity for any complaint to be fully discussed, and then resolved.

The complaints process

The complaints process consists of 4 levels of escalation. If a complainant is not satisfied with the response received at any level then they can request it is escalated to the next stage.

Level One - Concern

If individuals or groups are concerned about anything to do with the facilities and services that are being provided by the community centre they should, initially, discuss the matter with the Community Centre Co-ordinator in person or email them at  lettings@coopersedge.gloucs.sch.uk.  

The Community Centre Co-ordinator will respond to and address any concerns, within a suitable timeframe. They will endeavour to respond in the same form as the original concern was raised.

If the response received is not satisfactory to the service user then they can escalate their concern to a formal complaint.

Level 2 – Formal Complaint

A complainant can escalate their concern to a formal complaint by emailing lettings@coopersedge.gloucs.sch.uk	, making it clear in the email that they wish to make a formal complaint and outlining the complaint. They should explain why they feel the response to their original concern was not a suitable response.

The Community Centre Co-ordinator will respond in 14 days of receipt of a formal complaint via email where possible.

If the Community Centre Co-ordinators response to the formal complaint has not addressed the issue adequately, then the complainant can escalate the complaint to Level 3

Level 3 – Written Complaint

At this stage, the complainant should put their concerns in writing to the Chair of the Coopers Edge Trust and the trustees. 

Complaints can be sent in writing to:

Chair of Trustees
The Coopers Edge Trust
C/O Coopers Edge School
Typhoon Way
Brockworth
Gloucester
GL3 4DY

The Chair of the Trustees or a nominated member of the board of Trustees will consider and respond to all written complaints within 31 days of receipt. They will do so in writing. If following their response, the complainant wishes to take the matter further then it can be escalated to Level 4. 

Level 4 – In Person Complaint

The complainant should respond in writing to the trustee’s within 31 days of the date of the response, requesting a meeting. At this point the complaints panel will arrange a meeting with the complainant, so that they can discuss the complaint in more detail. 

The Trust will give the complainant at least 5 working days’ notice of the meeting and will endeavour to arrange the meeting for a date within 31 days of the receipt of the request to escalate the complaint to Level 4.

Following this meeting, minutes will be shared between the trustees and the complainant, outlining the content of this meeting and any decisions made or actions agreed upon during it.

Monitoring and review

The trustees monitor the complaints procedure, in order to ensure that all complaints are handled properly.  The Community Centre Manager logs all level 2,3 and 4 complaints received by the community centre, and records their outcome. Trustees examine this log on an annual basis.

Trustees take into account any local or national decisions that affect the complaints process, and make any modifications necessary to this policy.  This policy is made available to all users of the community centre, so that they can be properly informed about the complaints process.

This policy is reviewed every two years, or before if necessary.
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