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Complaints Policy

Complaints Policy 
All Complaints must be dealt with in a precise and formal manner in accordance with the points below. 
· All complaints should be directed to the senior Henley Youth Festival representative on location, likely to be the Event Organiser. If this is inappropriate, the complaint must be directed to the Clerk of Trustees using the following email address: info@hyf.org.uk
· All complaints MUST be recorded on the Complaint Form by the complainant which can be found on the HYF website.
· Complaints must contain as much detail as possible and are to be signed and dated by the complainant and HYF representative or, where appropriate, Trustee.
· If the complainant is happy for the complaint to be dealt with verbally, details must be entered onto the form and signed and dated by both complainant and HYF representative or, where appropriate, Trustee.
· If the complaint requires a WRITTEN RESPONSE this must be provided by the HYF Trustees within 28 DAYS of the date of the complaint ensuring that all raised points are covered; if further investigation is needed, the complainant MUST BE ADVISED IN WRITING within the 28 day period.
· All correspondence MUST BE collated by the Clerk to Trustees.

[bookmark: _heading=h.qsfqflvbt2mw]Review and Update
This Policy and Procedure will be reviewed every 3 years by the Trustees.  
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