Naphill Village Hall

Naphill Village Hall & Playing Fields Council

Complaints Policy

1. Purpose
1.1 This policy sets out how Naphill Village Hall & Playing Fields Council (“the Council”)
will receive, manage, and respond to complaints from residents, hirers, volunteers, and

members of the public.

1.2 The Council is committed to handling all complaints fairly, transparently, promptly, and
without bias.

2. Scope and Definitions

2.1 A complaint is an expression of dissatisfaction about the Council’s actions, decisions,
services, or the behaviour of its Trustees or volunteers.

2.2 This policy does not cover:
e booking disputes (handled by the Booking Secretary)
o safeguarding concerns (handled under the Safeguarding Policy)

o data protection issues (handled under the Data Protection Policy)

2.3 Complaints may be made verbally or in writing, but formal complaints must be submitted
in writing, including by email.

3. Informal and Minor Complaints

3.1 Wherever possible, the Council aims to resolve minor issues informally and quickly.

3.2 Any Trustee may receive a minor complaint and must pass it to the person responsible for
that area.

3.3 Nominated Trustees may authorise expenditure up to £200 for minor repairs or
replacements without requiring full Council approval.
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3.4 If the issue requires significant expenditure or cannot be resolved informally, it will be
added to the agenda of the next Council meeting.

3.5 In urgent situations, the Chairman (or Vice-Chairman in their absence) has delegated
authority to take reasonable action to resolve the issue.

4. Formal Complaints

4.1 Formal complaints should be submitted in writing to the Chairman, unless the complaint
concerns the Chairman (see 4.6).

4.2 The Chairman will acknowledge receipt within 7 days and may arrange a meeting with
the complainant to clarify the issues.

4.3 The Chairman will appoint three Trustees with no conflict of interest to carry out an
investigation. They will gather information, review evidence, and prepare a written report.

4.4 The investigation will normally be completed within 28 days, or the complainant will be
updated if more time is required.

4.5 The Council will consider the investigation report at the next Council meeting and reach a
decision by majority vote. The decision will be recorded in the minutes.

4.6 If the complaint concerns the Chairman, the complaint should be sent to the Secretary,
who will appoint an alternative Trustee to lead the process.

4.7 The Chairman (or alternative lead Trustee) will provide a written response to the
complainant within 7 days of the Council’s decision.

S. Appeals

5.1 Appeals must be submitted in writing to the Secretary, setting out the grounds for appeal
and any additional information.

5.2 Appeals will be considered by Trustees not involved in the original investigation,
wherever possible.

5.3 The Council will normally respond to appeals within 21 days

6. Serial, Persistent, Malicious or Vexatious Complaints

6.1 The Council recognises that a small minority of complainants may pursue complaints in a
way that is unreasonable, abusive, or disproportionate.

6.2 Before designating a complaint as vexatious, the Council will consider:

o the volume and frequency of contact
o the tone and nature of communication
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o whether the complaint has already been fully addressed
o whether the behaviour is impacting volunteer capacity

6.3 The Council may, by majority vote, decide to limit or cease communication with a
vexatious complainant. The complainant will be informed in writing.

6.4 The Council will follow any relevant Charity Commission guidance.

7. Confidentiality and Data Handling

7.1 All complaints will be handled sensitively and in accordance with data protection
legislation.

7.2 Information will only be shared with Trustees or individuals directly involved in
resolving the complaint

8. Monitoring and Review

8.1 The Secretary will maintain a log of all formal complaints and outcomes.

8.2 Complaints will be reviewed annually to identify learning and improvements

Approval
This policy has been approved by the Council at its meeting on 1%t June

2026

Date for next review: June 2028
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