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COMPLAINTS PROCEDURE

1. Introduction

1.1 Ashenground Community Centre recognises that, despite its best efforts, there may be occasions when a group or individual may wish to complain about the Centre’s actions or lack of actions.

1.2 Ashenground Community Centre views a complaints procedure as an efficient way of dealing with any complaint and a means of preserving the good reputation of the Centre through a transparent and fair process.

2. Stage 1 of the Complaints Procedure

2.1 If a group or individual has a complaint relating to the Centre, they should contact the Centre Manager.

2.2 The Centre Manager will investigate the complaint and endeavour to deal with it and inform the group or individual within 10 working days of the action she intends to take.

3. Stage 2 of the Complaints Procedure

3.1 If the matter is not resolved or the complainant is not satisfied with the action proposed, they may raise the complaint in writing with the Chair of the Management Committee.

3.2 The Chair will investigate the complaint, consider whether any further action is required and notify the complainant of his/her decision within 10 working days.

4. Further Action

4.1 The Centre Manager and the Chair of the Management Committee will report complaints to the Management Committee at the next meeting.

4.2 The Committee will monitor complaints to identify trends and ensure that working practices and procedures are adapted where necessary.
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