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Pinewood Gymnastics Club is committed to providing a high-quality service and maintaining a positive experience for all members, parents and visitors. If you are dissatisfied with any aspect of our service, the Club has a formal complaints procedure to ensure that concerns are handled professionally, fairly, and promptly.

1. Making a Complaint
Complaints may be made verbally or in writing to the Club. Upon receipt of a complaint:
· The Club will send a written acknowledgement within 5 working days, including:
· The name or job title of the person handling the complaint (either the Club Manager or Director of Coaching).
· A copy of this Complaints Handling Procedure.

2. Initial Response
Within 4 weeks of receiving a complaint, the Club will provide either:
· A final response; or
· A holding response, explaining why a resolution is not yet possible and indicating when further contact will be made (no later than 8 weeks from receipt).

3. Extended Response
By the end of 8 weeks from receipt of the complaint, the Club will provide either:
· A final response; or
· A written explanation that a final response cannot yet be provided, including:
· Reasons for the delay.
· An expected timeline for providing a final response.
· Information that the complainant may escalate the complaint to the Club Chairman if dissatisfied, with appropriate contact details.

4. Resolution Within Eight Weeks
If the Club sends a written response within eight weeks that:
· Offers redress or rejects the complaint (with reasons), and
· Provides guidance on how the complainant may pursue the complaint further if still dissatisfied, and
· States that the complaint will be considered closed if no reply is received within eight weeks,
…then points 2 and 3 do not continue to apply unless the complainant responds to indicate continued dissatisfaction. In such cases, obligations in point 3 resume.
Note: If the complainant takes more than one week to reply, the excess time does not count toward the Club’s time limits for responses.

5. Final Response Requirements
A final response must:
· Inform the complainant that they may refer the complaint to the Club Chairman if dissatisfied, within six months.
· Provide a substantive response to all issues raised, stating whether the Club:
· Accepts the complaint and, where appropriate, offers redress.
· Offers redress without accepting the complaint.
· Rejects the complaint, providing clear reasons.

6. Complaints Referred by Third Parties
Complaints received from third parties (e.g., Parish Council) must be treated as if received directly.
· Time limits apply from the date the referral is received.
· A copy of the acknowledgement should be sent to the referring organisation.

7. Record Keeping
The Club will maintain records of all complaints received for a minimum of three years from the date of receipt.

This procedure ensures that all complaints are managed fairly, transparently, and in a timely manner, maintaining trust and accountability within Pinewood Gymnastics Club
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