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The society believes that all members should be treated fairly and with respect. If you are unhappy about the 
treatment that you have received or about any aspect of being a member, you should discuss this with a 
member of the management team, or if your issue is in relation to a production talk to the Production 
Secretary who will attempt to resolve the situation on an informal basis. If you feel unable to approach a 
member of the management team directly, you should approach the Chairman, who will discuss ways of 
dealing with the matter with you. 

Where attempts to resolve the matter informally do not work, it may be appropriate for you to raise a formal 
complaint under this procedure. A formal complaint should be concerned with the way in which you have 
been treated by the society or the management team acting on its behalf. If your complaint relates to bullying 
or harassment on the part of a member or safeguarding, the matter should be dealt with under the bullying 
and harassment procedure or safeguarding policy. 

Complaints may be concerned with a wide range of issues, including the allocation of roles, treatment by 
other members, health and safety or mistreatment under any of our other policies. 

 

 

Wherever possible the timescales for providing responses to complaints will be adhered to. In certain 
circumstances however, it may be necessary to extend the times for providing a response due to e.g. 
complexity of matters raised or difficulties in co‐ordinating any investigation. In such cases the member 
raising the complaint will be kept fully informed of the reasons for delay. 

 
Where the member intends to proceed to step 3 of the complaints procedure this must be done within 5 
working days from the date of a response being received from step 2. 

 

 

The society recognises that a formal complaint procedure can be a stressful and upsetting experience for all 
parties involved. Everyone involved in the process is entitled to be treated calmly and with respect. The 
society will not tolerate abusive or insulting behaviour from anyone taking part in or conducting complaint 
procedures. 

 

 

Informal 
In the case of a cause for complaint falling within the scope of this policy, you should, wherever possible and 
appropriate, seek to resolve it informally with the appropriate person(s). However, if the complaint cannot 
be resolved by this approach or if such an approach is not appropriate because of the nature of the complaint, 
then you have the right to use the procedure described below. 

 
Mediation 
It may be appropriate for the matter to be dealt with by way of mediation, depending on the nature of your 
complaint 

COMPLAINTS PROCEDURE 

AIMS 

TIMESCALES 

CONDUCTING THE COMPLAINTS PROCEDURE 

STAGES OF PROCEDURE 
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Step 1 
The first stage of this complaints procedure is for you to put your complaint in writing. This written statement 
will form the basis of the subsequent hearing and any investigations, so it is important that you set out clearly 
the nature of your complaint and indicate the outcome that you are seeking. If your complaint is unclear, you 
may be asked to clarify your complaint before any meeting takes place. 

Your complaint should be headed "Formal Complaint" and sent to a member of the management team. If 
your complaint relates to the way in which a member of the management team is treating you, the complaint 
may be sent to the Chairman. 

It is vital that the member makes it clear that the complaint is being raised under the terms of the procedure. 
 

Step 2 
The second stage of the complaint’s procedure is a meeting between the member and the person 
investigating the complaint. 

 
The individual should expect to receive a response on the complaint within three weeks from the date of 
submission. If it is not possible to respond within the specified period, the member should be given an 
explanation and told when a response can be expected. 

 
If the initial complaint remains unresolved the matter may be progressed to step three by submitting an 
appeal in writing addressed to the Chairman within five working days of the receipt of the outcome letter. 

 
Step 3 
If a satisfactory conclusion is not reached at Step two which addresses all the issues raised and takes into 
account all relevant factors, or the member has new information or evidence they wish to present, which 
could not have been known at the previous stage, then he or she may request that the matter be referred to 
the Chairman or President. The Chairman or President will review the evidence and arrange an appeal 
meeting to discuss the evidence. The member can expect to receive a response within three weeks from the 
date the appeal is received. 

 
The decision of the Chairman/President will be final. 

 
A third party person may be requested to undertake an appeal if it is felt that this would make the process 
fairer on all those involved. 

 

 
If any aspect of the complaint procedure causes you difficulty on account of any disability that you may have, 
you should raise this issue with one of the management team, who will make appropriate arrangements. 

 
 

 

The society reserves the right to alter the terms and content of the policy as required at any time in the 
future.  
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