HENFIELD HALL 
 COMPLAINTS PROCEDURE
The following is Henfield Hall procedure for dealing with complaints about the Henfield Hall operations, administration or its procedures.
Ø Definition of a complaint? 
Generally, this will be about the Hall’s procedures or administration. It will be an expression of dissatisfaction by one or more members of the public 
It may be that the matter you are concerned about could be dealt with in a less formal manner. However, if you wish to use the procedure, please read on. 
Ø Making a complaint 
We cannot please everyone all the time. What we can promise is to listen and to do what we can to deal with your problem. 
It is not appropriate to deal with all complaints from members of the public under the formal complaint’s procedure. It is hoped that less formal measures or explanations provided to the complainant by the Trustees will resolve most issues. Any informal complaint will be reported to all the Trustees.
You will be asked to put the complaint in writing (letter or e-mail) to the Hall Secretary. Refusal to put the complaint in writing does not necessarily mean that the complaint cannot be investigated, but it is easier to deal with if it is in writing. 
Please note that everyone who comes into contact with the Henfield Hall has a responsibility to ensure that their conduct towards others does not harass or bully or in any way demean the dignity of others. Therefore, complaints that are intimidating or abusive in nature will be disregarded. 
When your complaint has been received, we will write to you within fourteen days to let you know – 
•Who is responsible for dealing with the complaint? 
•How it will be dealt with. 
•When the complaint is likely to be dealt with. 
Ø What to do 
Complaints can be made in any of the following ways – email or  write to the Henfield Hall Secretary, Henfield Hall, Coopers Way Henfield  BN5 9EQ hhsec@henfieldhall.org.uk
Ø What happens next? 
On receipt of your written complaint, the Trustees will seek to settle the complaint directly with you by explaining the Trustees position. Attempts will be made to resolve the complaint at this stage. 
Generally speaking, complainants can expect to receive a response in full within a month of the acknowledgement of the complaint. 
Ø Unreasonable and Vexatious Complaints 
There will be circumstances when a complainant persists in wishing to pursue a complaint when it clearly has no reasonable basis, or when the Trustees have already taken reasonable action in response. The Henfield Hall  may, in such circumstances, decide that no further action can usefully be taken in response to the complainant and inform the complainant so, making it clear that only new and substantive issues will merit a response. 
Ø Anonymous Complaints 
Anonymous complaints will be disregarded. 
Ø How will the Complaints procedure operate? 
Complaints about the Henfield Hall procedures, administration or policies will be dealt with by the Trustees. 
The outcome of the complaint will be published. 
1. If the Trustees have been unable to settle the complaint directly with you by explaining the Hall’s position the formal process will be invoked. 
2. The Chair of Trustees will acknowledge receipt of your complaint within fourteen working days. 
3. The complaint will be considered by the Trustees at a full meeting.
4. You will receive a written reply within fourteen working days. 
Ø What to do if you are still not satisfied 
If the complaint remains unresolved, you may if you wish contact the relevant regulator:
· General Concerns: Charity Commission for England and Wales (via their online form), OSCR (Scotland), or Charity Commission for Northern Ireland.
· Fundraising Concerns: The Fundraising Regulator.
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