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COMPLAINTS POLICY
[bookmark: _Toc95990330]Introduction
Padworth Village Hall Committee want to ensure that everyone using Padworth Village Hall (PVH) has a positive experience. If something goes wrong or doesn’t meet your expectations, we want to know about it. This document explains how you can make a complaint, and how we will handle it.

What Can You Complain About?
You can make a complaint about anything related to your experience at PVH, such as:
· The quality of the facilities (e.g., cleanliness, maintenance)
· Safety concerns (e.g., hazards or accidents)
· The handling of an issue (e.g., how a situation was managed)
· The handling of personal data (e.g., privacy concerns)
· Discrimination or unfair treatment
· Committee members, employees of the hall and volunteers.

Padworth Village Hall Committee are committed to treating everyone equally and take complaints about discrimination very seriously.

Who Will Deal with Your Complaint?
· All complaints should be sent to Jacky Jones at info@padworthvillagehall.co.uk 
· Jacky will review the complaint and respond to you in writing.
· If you’re not happy with the response, you can escalate the issue to the entire Committee. The Committee will listen to your concerns, consider the issues, and decide what actions are needed.

We treat all complaints seriously and respectfully, and we aim to resolve any concerns fairly and thoroughly.

How Long Will It Take?
· Acknowledgment: You will receive confirmation that we’ve received your complaint within 10 working days. This could be via email, letter or phone call.
· Full Response: In most cases, we aim to provide a full written response within 20 working days. If we cannot provide a full response within that time, we will let you know why and what steps we’re taking.
· If your complaint is complex, we will aim to give you a full response within 25 working days.

Safety Concerns: If your complaint is about something that could immediately affect the safety of users (e.g., hazards or accidents), it will be dealt with immediately. Please email pvh-committee@googlegroups.com for urgent safety issues.

How to Make a Complaint
You can make a complaint by using our Complaint Form (see below) or by writing an email or calling us. 

COMPLAINTS FORM
Please fill in the following details when making a complaint:
Name 


Address (including postcode):


Telephone:


Email:


Tell us about your complaint:
1. Why are you not satisfied?


2. What do you want us to do to resolve the issue?


3. Have you tried to resolve your complaint before?
· If yes, when?

· How did you try to resolve it?


4. Any other comments?


Signed:


Print name:

Date:

We are committed to resolving all complaints fairly and promptly. Your feedback helps us improve our services and ensure that everyone has a safe and enjoyable experience at Padworth Village Hall.
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