Complaints Policy 
1. Purpose
Disability Snowsport UK (DSUK) is committed to managing complaints fairly, consistently, and transparently. This policy outlines how complaints will be handled.
2. Scope
This policy applies to all members, participants, parents/carers, employees, volunteers, and representatives of DSUK.
3. Principles
- Complaints will be handled promptly and fairly
- Individuals will be treated with respect
- Complaints will be responded to without unreasonable delay
- Records will be maintained confidentially
- Learning will be used to improve services
4. What is a Complaint
A complaint includes any expression of dissatisfaction about DSUK services, staff, volunteers, or representatives.
5. Complaints Procedure
Stage 1 – Informal Resolution
 Where possible, complaints should be raised at the point of service to give staff the opportunity to resolve issues quickly and appropriately. 

Stage 2 – Formal Complaint
If the complaint cannot be resolved informally, it should be submitted in writing with full details. Complaints should be directed to the appropriate manager (Head of Snowsports, Head of Fundraising, or Finance Manager).

Stage 3 – Escalation to CEO
If, under Stage 2, the complaint is not resolved satisfactorily, or no outcome is received within a reasonable timeframe, the complaint will be escalated to the CEO. The CEO will then review the complaint and respond in writing.

Stage 4 – Escalation to Trustees
If, following the completion of Stages 1 to 3, the complainant remains dissatisfied, the matter may be referred to the Chair of DSUK’s Board of Trustees. Any decision by the Chair of the Board of Trustees at this stage is final.	Comment by Lauren Henderson: I can't remember what this role is titled now
6. Indicative Timescales
DSUK will aim to resolve complaints without unreasonable delay. The following timescales are indicative:

Acknowledgement of formal complaint: within 3–5 working days of receipt
Early Resolution / informal response: within 5–10 working days from acknowledgment
Formal Investigation response: within 10–15 working days of receipt or request to investigate following early resolution
Escalation to CEO: response within 15–20 working days from date of escalation
Escalation to Trustees: 10–20 working days from the date of escalation (to allow coordination of Trustees)

Where delays occur, the complainant will be kept informed every 7 days and informed of current status.
7. Recording Complaints
A record of all formal complaints will be maintained by DSUK. Records will include the nature of the complaint, actions taken, and the outcome. Data will be handled in line with data protection and confidentiality requirements.
8. Learning and Improvement
DSUK will use complaint outcomes to help inform service improvements and organisational learning.
9. Review
This policy will be reviewed regularly and updated as required.
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