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Action Factory Community Arts

Compliments, Comments and Complaints Procedure
Compliments

When a compliment is received it should be logged in the ‘Compliments File’ and the project/person it is made about should be made aware.

Comments

When a comment is received it should be logged in the ‘Comment File’ and the project/person it is made about should be made aware. Then depending on the nature of the comment it should be decided whether further action needs to be taken.  If so then the steps set out below for dealing with a complaint should be followed.

Complaints

When a complaint is received it should be logged in the ‘Complaints File’ by the Company Administrator. The project/persons involved should be made aware of the complaint.

Nature of complaint, complainant, date received, name of person nominated to manage the complaint should all be recorded in the Complaints File. The File should also contain dated copies of responses and a note of the outcome of the complaint.

The complaint is then passed on as follows:

· If with regard to a project being run by a freelancer, it should be passed to the core team member responsible for the project. They are then responsible for managing, investigating and responding to the complaint.

· If with regard to a project being run by a member of the core team it should be passed to a member of the Board to manage, investigate and respond.

· Within 3 working days a written response should be made. This may be a holding response. If necessary (i.e. core team member not in), this should be done by the Company Administrator.

· Within 10 working days a full response to the complaint should be provided to the complainant.

If a member of the core team is going to be away e.g. sickness, annual leave, the Company Administrator should bring the complaint to the Team Meeting, which will allocate another core team member to manage, investigate and respond.

Monitoring of Compliments, Comments and Complaints

In order to monitor compliments, comments and complaints the following should be introduced:

1.
Compliments, comments and complaints to be a standing item on the team meeting agenda. All “live” complaints to be monitored through this mechanism.

2. A summary of complaints received should be provided for each Board meeting, detailing their compliance with the 3 day and 10 day response times, name of the investigator, the nature of the complaint and the outcome of the complaint. 
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