Little Witley Village Hall Complaints Policy and Procedure
The purpose of this policy is to define the procedures that Little Witley Village Hall (LWVH) Committee will adopt on receipt of a complaint. 
Principles
· We will aim to handle all complaints fairly, confidentially, transparently and promptly. 
· Complaints can be made verbally or in writing to any member of the Committee including the LWVH booking clerk. 
· Complainants will be kept informed and dealt with fairly
Minor Complaints 
The aim will always be to handle minor complaints informally wherever possible. Minor complaints, such as issues with the hall facilities, can be received by any member of the LWVH Committee and it is then that person’s responsibility to resolve them where possible as simply and speedily as possible. Such complaints and their resolution need to be discussed briefly at the next management committee meeting. 
Significant Complaints 
In the event that a more significant complaint is received or one considered minor but remains unresolved, then this complaint should be discussed and actioned by the wider management committee. 
Procedure: 
1. On receipt of a significant or unresolved complaint the committee member should initiate steps to ascertain facts with the help of other members of the committee who are able to help. 
2. The complainant should be informed within 7 days and ideally much sooner - that the complaint has been received, that it will be investigated and reported to the next management committee meeting (give date to complainant) and that a response will then follow that meeting. 
3. LWVH Committee will discuss the complaint at the next possible monthly meeting and then write to confirm what took place and any solutions to try to resolve the complaint. 
4. If the complainant is not satisfied by the result then it will be passed back to the Chairperson for further review and their actions and/or decision will be final. 
Review
This policy will be reviewed every two years
Date………………………………………..
Signature (Chair)…………………………………………………………….
Signature (Secretary)…………………………………………………………
