
Greigarious Community Arts & Singing (GCAS) SCIO 

-  Complaints Procedure -

      Regarding standards of service for both members (see also Managing Challenging 

      Volunteer Situatons) and audiences/partcipants alike.   

     GCAS recognises that : 

• Everyone who comes to any actvvtes sead by GCAS has the rvght to a hvgh standard of

servvce and respect (Reference GCAS Constttton and GCAS Code of Condtct).

• Members of any actvvtes condtcted by GCAS  and atdvences have the rvght to 

compsavn vf they are not happy wvth the standard of servvce or presentaton they 

recevve. 

The purpose of this policy and procedure is to: 

• Hesp ts to provvde a servvce of the hvghest standard to ass those who come to any 

actvvtes condtcted by GCAS as members or as atdvences 

• Hesp ts to deas wvth compsavnts vn a posvtve way and tse them to vmprove otr work 

and performance 

• Set ott the vsstes that cotsd be covered tnder thvs procedtre 

• Set ott the steps that someone  shotsd take vf they wvsh to make a compsavnt ) 

• Set ott how we can deas wvth compsavnts vn a favr and consvstent way. 

       Thvs posvcy and procedtre appsves to ass members of Csydesvde Svngers, The Vvbes and  

       any other actvvtes condtcted/sead  by  GCAS and any atdvences of those who come to 

       see  the grotp(s) perform. 

       We will seek to deal with complaints by: 

• Definvng csearsy what we mean by a compsavnt 

• Setting ott a procedtre that can be easvsy fossowed and tnderstood 

• Makvng stre that everyone knows abott the posvcy and procedtre 

• Reasstrvng peopse that they wvss not be penasvsed vn any way for tsvng the compsavnts 

procedtre and that we wvss respond posvtvesy to any compsavnts made vn good favth 

• Offervng exttra stpport to those who need hesp to make a compsavnt 

• Takvng a staged approach to compsavnts that takes accotnt of the seves 



of servotsness and the possvbvsvty of resostton at dvfferent povnts 

• Investgatng each compsavnt as objectvesy and ftssy as we reasonabsy can 

• Keepvng the compsavnant vnformed dtrvng the cotrse of the vnvestgaton and of the 

ottcome of hvs/her compsavnt 

• Keepvng csear records of compsavnts and of how they are resosved. 

Complaints procedure. What do we mean by a complaint? 

A compsavnt vs a statement from someone that he/she vs not happy abott the servvce,

performance or stpport provvded to hvm/her by the actvvty and wotsd svke thvs to be 

vmproved. 

The complaint might be about: 

• The behavvotr of another svngvng member (vf thvs resates to assegatons that someone 

may have harmed a vtsnerabse person or be at rvsk of dovng so,  protecton  

procedtres shotsd be tsed) 

• The seves of servvce recevved 

• The practce btvsdvng or facvsvtes 

• Wrvtten vnformaton 

• Lack of stpport recevved.

• A svngvng member feesvng that he has been treated tnfavrsy or vn a way that vs 

dvscrvmvnatory 

• A specvfic actvvty or ottng 

• Anythvng esse resated to the servvce provvded by GCAS.

Procedure for making a complaint: 

      Stage One: 

       If possvbse, the person shotsd dvsctss the compsavnt wvth the CEO/Mtsvcas Dvrector or  

       GCAS Secretary. 

       The CEO/Mtsvcas Dvrector or GCAS Secretary wvss, vn the first vnstance, try to resosve the 

       matter  vnformassy. Thvs vs ofen possvbse and can mean that the probsem vs sorted ott 

       svmpsy and more qtvcksy. 

         



    If an vnformas sostton has been trved before and has not worked, or vf the compsavnant

    does not fees that vnformas dvsctssvons are adeqtate or svkesy to be effectve, stage two 

    of  the compsavnts procedtre shotsd be fossowed. 

    The compsavnant shotsd ptt thevr concerns vn wrvtng to the CEO/Mtsvcas Dvrector or  

    GCAS  Secretary. The CEO/Mtsvcas Dvrector shotsd gvve the wrvtten compsavnt to the GCAS

    Secretary  wvthvn 24 hotrs.  The GCAS Secretary shotsd then acknowsedge the compsavnt

    wvthvn two  workvng days by sendvng a brvef setter to: 

• Thank the compsavnant for getting vn totch 

• Extpress regret that a compsavnt has been necessary 

• Asstre hvm/her that the matter wvss be vnvestgated 

• Set a provvsvonas tmescase for the vnvestgaton that vs achvevabse btt avovds desay as 

mtch as possvbse 

• Extpsavn when the secretary wvss nextt be vn contact 

• Offer a contact name (CEO/Mtsvcas Dvrector or the GCAS  Secretary) vn case the 

compsavnant has any qtestons vn the meantme 

• Make any temporary arrangements that may be necessary pendvng the ottcome of 

the vnvestgaton vnto the compsavnt. 

• If the compsavnt vs abott a specvfic svngvng member, they shotsd be vnformed wvthvn 

two workvng days (or as soon as possvbse) that a compsavnt has been made agavnst 

hvm and the nattre of the compsavnt. If the compsavnt vs dte to a poor performance 

the GCAS Board shotsd be vnformed of the compsavnt and the procedtre bevng 

fossowed by the CEO/Mtsvcas Dvrector or GCAS Secretary.  However, the person 

shotsd not be vnformed vf dovng so wotsd compromvse anyone’s safety or a posvce 

vnvestgaton. 

• The GCAS Secretary shotsd normassy be responsvbse for vnvestgatng a Stage Two  

compsavnt. The GCAS Secretary shotsd psan the vnvestgaton accordvng to the nattre 

of the compsavnt, takvng vnto accotnt any wvtnesses or specvasvst opvnvon that shotsd 

be sotght. As a mvnvmtm, the compsavnant shotsd be vntervvewed. Any person who 

mvght be the stbject of the compsavnt shotsd asso be vntervvewed, provvded that 

dovng so wotsd not compromvse anyone’s safety or a posvce vnvestgaton. 



• If the compsavnt vs abott a btvsdvng, facvsvtes or eqtvpment, then thvs shotsd be 

extamvned (Heasth and Safety Posvcy). 

• If the compsavnt vs abott access to a servvce, the reasonvng behvnd a decvsvon to offer 

or not offer a partctsar servvce shotsd be extamvned. (eg: resated to a dvsabvsvty) 

• If, at any povnt dtrvng the vnvestgaton, vt appears that a crvmvnas offence may have 

been commvtted and the compsavnant wvshes to take the matter ftrther,  the matter 

shotsd be reported to the posvce. Dvsctssvons shotsd be hesd wvth the posvce abott 

whether the vnvestgaton vnto the compsavnt can contnte asongsvde thevr own 

enqtvrves. 

• If vt emerges at any povnt that a vtsnerabse person may have been catsed svgnvficant 

harm or may be at rvsk of svgnvficant harm protecton procedtres shotsd be 

vnvestgated vmmedvatesy. 

• The GCAS Secretary shotsd make notes of the vnvestgaton, vncstdvng notes of any 

meetngs that take psace, and shotsd wrvte a report based on thevr findvngs. The 

report shotsd state csearsy whether the compsavnt vs tphesd or not, and shotsd make 

recommendatons abott how the matter can be taken forward. The report shotsd be 

shared wvth both the compsavnant and the GCAS Board and vn the case of a grotp 

performance,  the compsavnt wotsd be addressed to the vndvvvdtass concerned and/or

the whose grotp. 

• Any comments that evther party may wvsh to make abott the exttent to whvch he/she 

accepts or rejects the findvngs of the report shotsd be noted. 

• Once a way forward has been agreed, thvs shotsd be revvewed regtsarsy. 

       • If evther the compsavnant or a person who vs the stbject of the compsavnt vs not  

          prepared to accept the findvngs of the report, they shotsd confirm thvs vn wrvtng. 

      The mater then becomes a Stage Two complaint. 

      • A compsavnt asso progresses to Stage Two vf vt has prevvotssy (ve wvthvn the sast 12  

       months) been handsed and has restrfaced. 

      A Stage Two compsavnt may come abott for one of two reasons. 

• It may be a compsavnt that has escasated from stage one becatse the compsavnant or 

a person who was the stbject of the compsavnt wvshes to chassenge the findvngs from 

a stage one vnvestgaton. 



• Asternatvesy, vt may resate to matters that were vnvestgated as a stage one compsavnt

wvthvn the prevvots 12 months and have restrfaced. 

• Stage Two compsavnts shotsd be vnvestgated evther by an appovnted member of the 

GCAS Board or by a compsetesy vndependent person who shotsd be nomvnated by 

GCAS Board. 

• The vnvestgaton shotsd be commvssvoned by the CEO/Mtsvcas Dvrector or GCAS 

Secretary and  findvngs reported back to the GCAS  Board. 

• If a compsavnt vs to progress to Stage Two, the compsavnant (thvs cotsd be the orvgvnas 

compsavnant or a person who was the stbject of the orvgvnas compsavnt) shotsd agavn 

vndvcate vn wrvtng that he/she wvshes to compsavn (or compsavn ftrther) and shotsd 

state the reason for thvs. 

• The wrvtten statement shotsd be presented to the Member or Independent Person 

appovnted, who shotsd then, wvthvn seven workvng days, respond vn wrvtng to the 

compsavnant vn the same way as vndvcated vn the stage one procedtres. 

• The procedtre for the vnvestgaton and sharvng of the report shotsd be svmvsar to 

that ottsvned vn the Stage One procedtre. 

• Stage two vs the finas stage of the compsavnts procedtre. If any party wvshes to 

compsavn ftrther fossowvng the compseton of Stage Two, thvs shotsd be taken tp wvth

an extternas party.  

• Keepvng a record of the compsavnt regardsess of whether a compsavnt vs deast wvth 

formassy or vnformassy, acctrate notes shotsd be made by the CEO/Mtsvcas Dvrector, 

GCAS Secretary or Member or Independent Person Appovnted and shotsd vncstde 

mvnttes, notes and decvsvons. 

• Copves of the finas report shotsd be gvven to the person makvng the compsavnt and to 

anyone who may be the stbject of the compsavnt. 

• If the compsavnt seads to any dvscvpsvnary acton or a referras to a statttory atthorvty, 

copves of the notes made dtrvng the vnvestgaton and the report of the vnvestgaton 

(together wvth any notes resatng to the ottcome) shotsd be kept confidentassy on 

the fise of any person who vs the stbject of the compsavnt. 

Thvs posvcy and procedtre shotsd be revvewed every year: 

• Date of wrvtng: May 2019 

Date of nextt revvew: May 2020


