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CHYPS (Cheshire Youth Pantomime Society) Complaints Policy and Procedure
1. Purpose of this Policy
This policy explains how individuals can raise concerns or complaints about CHYPS and how we will respond. We aim to handle all complaints fairly, promptly, and respectfully, ensuring that issues are resolved and lessons are learned.
2. Our Commitment
We are committed to:
· Listening to concerns and taking them seriously
· Responding in a timely and transparent way
· Treating everyone with respect
· Learning from complaints to improve our work
· Protecting confidentiality wherever possible
We welcome feedback as an opportunity to strengthen CHYPS and the experience of those we support.
3. What This Policy Covers
A complaint may relate to:
· The behaviour or actions of a trustee, volunteer, or representative
· The quality of an event, activity, or service
· Decisions made by CHYPS
· How CHYPS is being run
· Any situation where someone feels they have been treated unfairly
Safeguarding concerns must be handled under CHYPS’s Safeguarding Policy, not this complaints process.
4. How to Make a Complaint
Complaints can be made verbally or in writing. To help us respond effectively, complainants should provide:
· Their name and contact details
· Details of what happened and when
· Who was involved (if known)
· What outcome they are seeking
Complaints should be sent to the CHYPS Chairman or another member of the CHYPS committee.
5. How We Handle Complaints
Stage 1: Acknowledgement
· We will acknowledge the complaint within 7 days.
· If more information is needed, we will ask for clarification.
Stage 2: Investigation
· A committee member not involved in the issue will investigate the complaint.
· This may include speaking to those involved, reviewing documents, or gathering further information.
· We aim to complete investigations within 28 days, though complex cases may take longer.
Stage 3: Response
· The complainant will receive a written response explaining:
· The findings
· Any actions taken
· Any changes we will make as a result
6. Appeals
If the complainant is not satisfied with the outcome:
· They may request an appeal within 14 days of receiving the decision.
· The appeal will be reviewed by two committee members who were not involved in the original investigation.
· Their decision will be final.
7. Confidentiality
· All complaints will be handled sensitively and confidentially.
· Information will only be shared with those who need to know in order to investigate and resolve the issue.
8. Serious Concerns
If a complaint involves potential misconduct, safeguarding issues, or financial irregularities, trustees may:
· Escalate the matter to external authorities
· Seek professional advice
· Take immediate action to protect individuals or the charity
9. Recording and Learning
· All complaints will be logged and stored securely.
· The CHYPS committee will review complaints annually to identify patterns, risks, or areas for improvement.
10. Policy Review
This policy will be reviewed annually by the CHYPS committee to ensure it remains effective, fair, and aligned with best practice.
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