Venue Complaints Policy: St Ann’s Tennis CIC
1. Purpose

St Ann’s Tennis aims to provide a welcoming, safe and enjoyable environment for all
members, visitors and participants.

We recognise that occasionally concerns or complaints may arise. This policy sets
out a simple and fair process for raising and resolving complaints about the venue,
its activities or the behaviour of individuals associated with the venue.

2. Scope
This policy applies to complaints relating to:

Venue facilities or services

Coaching or organised activities

Behaviour of members, volunteers, staff or visitors
Administration or communication from the venue

Safeguarding concerns involving children or adults at risk should be reported in line
with the Venue Safeguarding Policy and referred to the Welfare Officer.

3. How to Raise a Complaint
Complaints should be raised as soon as possible after the issue occurs.
In the first instance, please contact:

Conrad Brunner, director. Email: conrad@stannstennis.co.uk

or

Joss Albert, Welfare Officer. Email: welfare@stannstennis.co.uk

OR complaints can be received via the Contacts page on the website.
Complaints should ideally be submitted in writing and include:

Name and contact details

A description of the concern

Relevant dates and details

Any steps already taken to resolve the matter



4. How Complaints Are Handled
We will aim to deal with complaints fairly, promptly and respectfully.
Our process is:
1. Acknowledgement — we will acknowledge receipt of the complaint within 7
days.
2. Review — the matter will be reviewed by the venue management or directors.
3. Response — we aim to provide a response within 21 days, where possible.
4. Resolution — where appropriate we will take reasonable steps to resolve the
issue.

In some cases we may need to speak to other individuals involved before reaching a
decision.

5. Escalation

If the complainant is not satisfied with the outcome, they may request that the matter
be reviewed by the venue directors/committee.

Where the complaint relates to matters governed by the Lawn Tennis Association

(LTA), it may also be possible to raise the issue with the LTA in accordance with
their policies and disciplinary procedures.

6. Confidentiality

Complaints will be handled sensitively and information will only be shared with those
who need to know in order to investigate and resolve the issue.

7. Policy Review
This policy will be reviewed periodically by the venue directors.
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