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Melksham Music and Drama - Complaints Policy


About this Policy:

Melksham Music and Drama’s mission is to promote and encourage the knowledge, understanding, appreciation and enjoyment of drama, dance, music and all the other forms of the performing arts in all their expressions, within Melksham and the surrounding areas. 

At Melksham Music and Drama (MMAD), we are committed to providing an opportunity for anyone to develop creatively within performing arts and build an inclusive and supportive community that will benefit both physical and mental health of the members and our community.

This policy relates to complaints that our members and customers may have about our organisation and sets out our formal procedure for dealing with such complaints. 

Responsibilities:

Both Members/Customers and Melksham Music and Drama have a range of responsibilities in relation to the raising and handling of complaints. 

Set out below are the responsibilities broken down into the various groups: 

Members/Customers:
 
Members/ Customers are responsible for ensuring: 

· Any complaints that they make are based on genuine concerns 
· They provide sufficient information to support their complaint 
· They lodge the complaint within timescales outlined to the Chair or a Committee Member

Melksham Music and Drama:

Melksham Music and Drama are responsible for ensuring that: 

· Complaints are logged and managed within timescales 
· Complaints dealt with internally are given all consideration 

Complaints Process:

It is important that all complaints are raised directly with Melksham Music and Drama.

Our complaint policy is a two-stage process, each process is detailed below. Most complaints will be resolved to a satisfactory standard at stage one.
If the complaint is not resolved at stage one, then it should be escalated to stage two.

Stage 1 - Informal Resolution

Purpose: Resolve issues quickly and locally wherever possible.

1. The complainant should raise the issue with the Chair or any Committee Member as soon as possible.
2. The recipient will: 
· acknowledge the complaint 
· gather any initial details needed
· discuss the issue with the complainant
3. Suitable options for resolution will be discussed, and a decision will be made 
4. If the complaint is resolved, the outcome will be noted at the next committee meeting and any learning points recorded.

If the complainant is dissatisfied with the outcome, they may proceed to Stage 2.


Stage two – Formal Written Complaint: 

Purpose: Provide a structured and documented investigation.

1. The complainant submits their concerns in writing to the Chair (or another committee member if the Chair is implicated).
2. The Committee will acknowledge receipt of the complaint and raise it at the next committee meeting. As part of the process, the Committee will:
· review the written complaint
· speak to individuals involved and gather evidence as required
· act upon any further actions that are required
· reach a decision upon a suitable outcome
3. The Committee will aim to resolve all complaints within 30 working days 
4. Outcomes may include: 
· mediation or facilitated discussion
· an apology
· changes to practice or procedures
· formal warnings or restrictions on membership behaviour
· no action (with explanation)


Melksham Music and Drama will keep a written record of all complaints for a minimum of 3 years.
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