Dunkeswell Village Hall
Registered Charity: 300818


COMPLAINTS POLICY

1. Introduction
Dunkeswell Village Hall Committee are committed to providing a high-quality service to all users, including hirers, attendees, and members of the public. We value your feedback and understand that sometimes things may not go as planned. This policy outlines our procedure for handling complaints in a fair, efficient, and transparent manner. We aim to resolve all complaints promptly.
2. Scope
This policy applies to all complaints made against Dunkeswell Village Hall, its management committee, or its representatives. This includes, but is not limited to, complaints regarding:
· The condition of the hall or its facilities.
· The booking process or hall hire agreements.
· The conduct of hall representatives or other hall users.
· Noise or other disruptions related to hall activities.
· Health and safety concerns.
· Financial matters (e.g., invoices, deposits).
3. How to Make a Complaint
We encourage you to raise any concerns as soon as they arise. Complaints can be made in one of the following ways:
· Verbally: Speak directly to a member of the Dunkeswell Village Hall Management Committee. For minor issues, this may be the quickest way to find a resolution.
· In Writing: Submit your complaint in writing to the Secretary of the Dunkeswell Village Hall Management Committee. This can be done via email or by post.
· Email: Angie Hill at dunkeswellvillagehall@gmail.com
· Post: The Secretary, Dunkeswell Village Hall, Manleys Lane, Dunkeswell, Honiton EX14 4XQ.
4. What to Include in Your Complaint
To help us investigate your complaint thoroughly, please provide the following information:
· Your full name and contact details (phone number and/or email address).
· The date and time the incident or issue occurred.
· A clear and concise description of the complaint.
· Details of any previous attempts you have made to resolve the issue.
· What you would like to see as a resolution.
· Copies of any relevant supporting documentation (e.g., booking forms, emails, photos).
5. Our Complaints Procedure
Stage 1: Acknowledgment and Initial Review
· Upon receipt of a written complaint, the Secretary will acknowledge it in writing (via email or post) within 5 working days.
· The Secretary will review the complaint and, if necessary, contact the complainant for further clarification.
· The complaint will be logged and assigned to a designated committee member for investigation.
Stage 2: Investigation
· The designated committee member will investigate the complaint, which may involve speaking to all parties involved, reviewing documentation, and visiting the hall.
· We aim to complete the investigation and provide a written response within 15 working days of the acknowledgment. If the investigation is likely to take longer, we will inform you of the reason for the delay and the expected timescale.
Stage 3: Resolution
· Following the investigation, a written response will be sent to the complainant outlining the findings and the proposed resolution.
· Possible resolutions may include:
· An apology.
· A change in policy or procedure to prevent a recurrence.
· A partial or full refund (where appropriate).
· Rectification of the issue (e.g., repairs, cleaning).
Stage 4: Escalation (Appeal)
· If you are not satisfied with the outcome of the investigation, you may appeal the decision.
· An appeal must be submitted in writing to the Chairman of the Dunkeswell Village Hall Management Committee within 10 working days of receiving the Stage 3 response.
· The Chairman will convene a small sub-committee, including members not previously involved in the case, to review the complaint and the initial decision.
· The decision of the sub-committee will be final, and a written response will be provided within 15 working days of receiving the appeal.
6. Confidentiality
All complaints will be treated with the utmost confidentiality. Information will only be shared with those who need to be involved in the investigation and resolution process.
7. Records
A secure log of all complaints and their resolutions will be kept by the Village Hall Secretary for a period of 2 years for monitoring and continuous improvement purposes. This data will be anonymised where possible and will not be shared outside of the committee.
8. Policy Review
This policy will be reviewed by the Dunkeswell Village Hall Management Committee on an annual basis to ensure its effectiveness and compliance with best practice.

	Policy
	Complaints Policy

	Adopted
	

	Date Reviewed
	

	Next Review Date
	



Dunkeswell Village Hall – Complaints Policy – September 2025
