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VLCP-33 FEEDBACK AND COMPLAINTS
Rev. No: 1/24
Date: 23/03/24
Source: FC

Reporting and Recording
Any concerns or feedback about the Village Life Community Project, including its purposes, 
procedures, service provisions, activities and the conduct of any trustees, project members or 
volunteers, should be gathered at the time they occur or are reported. Feedback may be both 
positive or negative and the concerns/feedback may initially be verbal.
The complaint/feedback may be to any trustee, volunteer or project member either directly at an 
event or by a subsequent interaction.
A record of all verbal or written feedback/complaints is kept by the Secretary so that any 
pattern/repetition is noted, progress monitored and continuous improvements made. This also 
allows the VLCP to demonstrate compliance.  Records include the feedback nature, date, time, 
person involved etc.
Wherever possible an initial verbal contact should be positively responded to verbally with 
appropriate discourse, understanding and empathy. The person making the complaint or giving 
feedback should be asked if the verbal discussion/response has adequately addressed their point(s) 
and whether they wish to proceed to a more formal recorded (written) process it must be their free 
choice – in which case their concern/complaint should be made by them in writing to the Secretary 
(see contact details below).

Resolution
Within two working days of the receipt of a written complaint the remaining Trustees, excepting the 
Chairman (see below), will be notified and an acknowledgement will be sent to the complainant 
setting out how the Trustees will look into the matter, including offering to meet the complainant. 
The Trustees will confer and if felt necessary will meet within the next seven days to discuss the 
complaint, how best to investigate it and respond to it. After appropriate investigation they will then
send a written response to the complainant within a further seven days, aiming to resolve the 
matter, and with a request for a reply to ensure the complainant is satisfied. 

Appeal
The Chairman will not be party to complaints, discussions or resolutions in the first instance but will 
remain in reserve to consider and respond to any appeal against the decision of the trustees. In the 
instance of a complaint against the Chairman then he or she should not be involved in any role while
the other trustees deal with the complaint.
If judged necessary at any stage, an independent mediator will be appointed by the Trustees in 
conjunction with GAVO, the Gwent Association of Voluntary Organisations, to assist in resolving the 
complaint and to consider any further appeal by the complainant if one is made.

Notice
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A brief sign displayed at the site of Village Life Project defibrillators will indicate how to express 
concerns and obtain a copy of this policy, by contacting the current Secretary.
Village Life Community Project has a Feedback Policy to consider any concerns about its operations: 
Please write to: The Secretary, Tom Pitts-Tucker, Ty Uchaf, St Maughans, Monmouth NP25 5QF  
E: tompt@hotmail.co.uk
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