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Complaints Policy & Procedure

At Rossendale Drum Majorettes, we are committed to working in partnership with parents, carers, and members to deliver a high-quality and enjoyable experience for all. If at any time we fall short of these standards, we welcome feedback so that we can make improvements.
All complaints will be recorded and retained for a minimum of three years. A summary of complaints is available to parents upon request.
The Director is generally responsible for handling complaints. If the complaint involves the Director, two senior committee members will take over the investigation.
Recording Complaints
Any complaints involving trainers, volunteers, helpers, or members will be:
· Logged in the Incident Log, and
· Documented in the Complaints Log.
Stage One – Informal Resolution
Complaints about the group or its functions:
· The Section Trainer will discuss the issue informally with the parent, carer, or member involved.
· The aim is to reach a timely and satisfactory resolution.
Complaints about individuals (committee member, volunteer, trainer, or member):
· If appropriate, the complainant (or the parent/carer of a child making the complaint) will be encouraged to speak directly with the person involved.
· If this is not suitable, the matter should be referred to the Director, who will then discuss the issue with the individual concerned and seek a resolution.
Stage Two – Formal Complaint
If an informal resolution cannot be reached:
· The complaint must be put in writing to the Director within 7 days of the incident.
Submit your written complaint via:
· Email: rdmajorettes@outlook.com
· Hand-delivered letter to the Director
The Director will:
· Acknowledge receipt of the complaint within 7 days
· Investigate and respond to the complaint within 20 days
· Provide a full written response to all relevant parties, including:
· Findings of the investigation
· Any recommended changes to policies or practices
· Offer to meet with relevant parties (either individually or together) to discuss the outcome.
Safeguarding and Legal Concerns
If the complaint raises child protection concerns:
· The Director will refer to the Club’s Child Protection Policy
· Contact Social Care and follow the procedures in the Safeguarding Children Policy
If a criminal act may have occurred:
· The matter will be referred to the police
Record Keeping
All complaints will be:
· Logged appropriately
· Keep complaints for 3 years as a minimum
· For any serious or safeguarding-related complaints, retain them longer in line with safeguarding guidance


All complaints will be kept on file for 12months. 


This policy will be reviewed on an annual basis as a minimum.
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Rossendale Drum Majorettes Complaints form

Your Name: _______________________________________        Date of Complaint: ___________________

Complaint:     
          _________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________
_________________________________________________________________________________

Sent too:  ____________________________________________         Date Sent: _____________________
                      





Read and agreed to terms
	Name
	Signature
	Date
	Witness

	Simon Creasey
	
	
	

	Catrina Nuttall
	
	
	

	Emma Mainwaring
	
	
	

	Jeanette Farnworth
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