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Mottram Community Association
Complaints Policy

1. Policy Statement
Mottram Community Association (MCA) is committed to providing high-quality services and a welcoming environment for all members of the community. We take all complaints seriously and aim to resolve them fairly, promptly, and transparently.
This policy ensures that anyone who uses our services, hires our premises, volunteers, or engages with MCA can raise concerns and have them addressed appropriately.
2. Scope
This policy covers complaints regarding:
· MCA services, events, or activities 
· The behaviour of volunteers, trustees, or hirers 
· Health and safety concerns 
· Safeguarding or welfare issues (children or adults at risk) 
· Facilities, equipment, or the physical environment 
It does not replace safeguarding procedures or whistleblowing processes, which must be followed separately for those concerns.

3. Principles
MCA will:
· Treat all complaints seriously and respectfully 
· Ensure complaints are handled confidentially 
· Investigate complaints promptly and fairly 
· Take proportionate action to resolve complaints 
· Use complaints to improve services and prevent recurrence 

4. How to Make a Complaint
4.1 Informal Resolution. 
Many complaints can be resolved informally.  Speak to a volunteer, trustee, or the person responsible for the service/activity. Issues will be addressed promptly and respectfully. 
4.2 Formal Complaint
If informal resolution is not possible or appropriate:
1. Submit your complaint in writing (letter or email) to the Designated Complaints Trustee: 
· Lauren Moore – laurenmoore1302@gmail.com / 07824 611695 
2. Include: 
· Your name and contact details 
· Date and time of the incident 
· Details of your complaint 
· Any steps you have already taken to resolve it 
3. Acknowledgement of the complaint will be sent within 5 working days.

5. Investigation
· The Designated Trustee will investigate the complaint fairly and objectively. 
· Investigations may involve speaking to witnesses or reviewing documentation. 
· The complaint will be addressed within 20 working days wherever possible. 
· If a complaint cannot be resolved within this timeframe, the complainant will be informed and given an estimated timeline. 

6. Outcome
· The complainant will receive a written response outlining: 
· Findings of the investigation 
· Actions taken or proposed 
· Any further options for resolution 
· Where appropriate, MCA will review procedures or practices to prevent recurrence.
7. Escalation
· If the complainant is not satisfied with the outcome, they may escalate the complaint to the Chair of the Board of Trustees: 
· Contact the Chair via the MCA office email or board contact list 
· The Chair will review the complaint and response, and issue a final decision. 

8. Record-Keeping
· All complaints, investigations, and outcomes will be recorded confidentially. 
· Records will be retained in line with MCA’s Data Protection Policy. 

9. Learning from Complaints
· MCA will use complaints to improve services, facilities, and policies. 
· Summary reports of complaints (without identifying individuals) will be reviewed annually by the Board of Trustees to inform ongoing improvement.

10. Review
This policy will be reviewed by Trustees at least every two years.
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