Koala Klubs Complaints Policy
[image: ]

1. Policy Statement
Koala Klubs is committed to providing a safe, enjoyable, and high-quality experience for all children, families, staff, and partners. We welcome feedback and view complaints as an opportunity to improve our services.

2. Scope
This policy applies to parents, carers, children, staff, volunteers, and stakeholders. It covers complaints relating to care, supervision, staff conduct, health and safety, activities, food provision, communication, and facilities.

3. Principles
All complaints will be handled confidentially, fairly, promptly, and without discrimination or victimisation.

4. Making a Complaint
Concerns should first be raised informally with the Camp Manager. If unresolved, formal complaints should be submitted in writing to neil@koalaklubs.net.

5. Procedure
Complaints will be acknowledged within 3 working days and responded to within 10 working days following investigation.

6. Safeguarding
Safeguarding concerns will be managed in line with the Safeguarding and Child Protection Policy.

7. Records
All complaints will be logged securely and reviewed to improve service quality.

8. Review
This policy is reviewed annually and the next review date is 5th January 2027
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