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This document explains how you can raise a complaint about SPAN’s services and how we
will deal with the complaint.

SPAN will always aim to provide high quality services and a high standard of customer care.
We do however recognise that that sometimes we may not get things quite right and it is
important that you can raise any issues or complaints with us so that we can put things right
and learn from the experience.

1. How to make a complaint

If you would like to make a complaint you can do so by any of the following methods:

e Written complaints should be sent to:
SPAN Arts Ltd
Town Moor
Narberth
Pembrokeshire
SA67 TAG

1.2Email complaints should be sent to:
director@spn-arts.org.uk

2. Information
The following information should be included in any complaint:

Your name

Your contact details (Address, telephone number and email address)
The fact that you are raising a complaint

Dates and times that are relevant to your complaint

The activity or service that SPAN was providing

A summary of the problem you experienced

3. Procedure
e Complaints will be processed during our office hours —
Monday to Friday 09:00-17:00

¢ In the first instance complaints will be dealt with by the Director — Bethan Touhig-
Gamble or the Chair of Trustees if the complaint is regarding the director.

e Upon receiving the complaint, it will be logged in the complaints password
protected electronic file

e A written acknowledgement (normally by email) of the complaint will be sent to the
complainant within 1 week of the complaint being received. This will detail who is
dealing with the complaint and a timescale of when a full reply can be expected,
ideally no longer than 4 weeks.


mailto:director@spn-arts.org.uk
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e Athorough investigation of the complaint will then be conducted

¢ |f the complaint relates to a specific person they will be contacted and given a fair
opportunity to respond.

e |If the time frame is compromised, because for example the investigation has not
been fully completed, a progress report should be sent to the complainant
explaining why and giving a further indication of when a full reply will be given.

e Following full investigation, whether the complaint is upheld or not, the reply to the
complainant should describe the action taken to investigate, the conclusions
reached and any action taken as a result of the complaint.

. Further steps

If the complainant feels that the problem has not been satisfactorily resolved they can
request that the complaint be reviewed by the Trustee Board. In this event the
complaint will be passed to the Chair of Trustees or another Trustee with no previous
knowledge of the complaint.

The Trustee will acknowledge receipt of the appeal within 1 week, and state when a
full reply can be expected, ideally within 4 weeks.

The Trustee will investigate the complaint.

The complaint and subsequent investigation paperwork will be reviewed and if the
complaint relates to specific person they will be given a further opportunity to respond.

If the time frame is compromised, because for example the investigation has not been
fully completed, a progress report should be sent to the complainant explaining why
and giving a further indication of when a full reply will be given.

Following full investigation, whether the complaint is upheld or not, the reply to the
complainant should describe the action taken to investigate, the conclusions reached
and any action taken as a result of the complaint.

The decision at this stage is final.

. Complaints to Charities Commission

The complainant can complain to the Charities Commission at any stage. Information
about the type of complaints the Commission can involve itself in can be found at:
https://www.gov.uk/complain-about-charity

. Monitoring and Review

Complaints are reviewed at Trustee Board meetings and any trends that are noticed
may indicate a need to revise practices and procedures to prevent further complaints.
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Approved by Trustee Board on: 29/01/2025

Signed: S C e (Chair / Froasurer+Secretary)
(g

Next Review date: January 2027
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COMPLAINT POLICY STATEMENT FOR WEBSITE

SPAN views complaints as an opportunity to learn and improve for the future as well as a
chance to put things right for the complainant.

Our policy is:

To provide a fair and equitable complaints procedure that is clear and easy to use for anyone
wishing to make a complaint

To publicise the existence of our complaints procedure so that everyone knows how to
contact us to make a complaint

To make sure everyone within SPAN knows what to do if a complaint is received
To make sure all complaints are investigated fairly and in a timely way

To make sure that complaints are, whenever possible, resolved and that relationships are
restored

To gather information which helps us improve what we do

Link to full policy and procedure



