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JAZZLEEDS
POLICY FOR CUSTOMER CARE AND THE COMPLAINTS PROCEDURE

PURPOSE
This document will support you in your role as a member of staff or volunteer with JazzLeeds with regard to Customer Care and Handling Complaints. This guidance is intended to protect all those who visit or work with JazzLeeds in any capacity and those who work as volunteers on behalf of JazzLeeds.

SCOPE
These policies and procedures apply to the board of trustees, staff, volunteers, performers, and anyone working on behalf of JazzLeeds. They also apply to audience members at JazzLeeds events.

POLICY STATEMENT
JazzLeeds aims to provide the best experience for all those involved in its operation including performers, suppliers, audience members and its volunteers. Any complaints made against JazzLeeds as an organisation or its volunteers will be dealt with promptly

PROCEDURE
Customer Care
JazzLeeds aims to provide clear and accurate information about its activities through its website and electronic and paper advertising material. Contact details (telephone, email and mail) are given on the website.
Where JazzLeeds uses third party agencies such as ticketing outlets or venues then JazzLeeds will aim to ensure that a high level of support is provided for its performers and audiences.
At JazzLeeds events all staff and volunteers supporting that event will treat performers, audience members and venue staff with care and respect and work in accordance with the JazzLeeds Policies and Procedures for Health and Safety, Equality and Diversity and Safeguarding.
Volunteers are encouraged to gather feedback at events and this will be recorded and reviewed to inform future planning.

Complaints Process
· Where possible any complaints about JazzLeeds, its staff, volunteers, or third parties will be dealt with as soon as is reasonably possible after the complaint is received.
· Any complaint about staff or facilities operated by a third party will be referred to their contact person.
· If the complaint involves something that requires immediate attention then the member of staff, volunteer or lead person for that event will take the necessary action.
· For complaints that cannot be resolved immediately, the details of the complaint should be recorded on a Complaints form. The information should include contact details of the person making the complaint, the date and time, the location, and the details of the complaint. Normally the complaint will be resolved by a member of the JazzLeeds Trustees within two weeks and the person making the complaint will be informed.
· Some complaints may require further investigation and steps will be taken to resolve the complaint as soon as possible. The person making the complaint should be kept informed of the progress to resolution.


RESPONSIBILITIES
Compliance, Monitoring and Review procedures
The Trustees of JazzLeeds have overall responsibility for resolving any issues or complaints about the organisation and its staff and its volunteers.

Reporting
All complaints that cannot be resolved immediately will be recorded on a Complaints Form.
The information should include contact details of the person making the complaint, the date and time, the location, and the details of the complaint.

Records Management
Complaints forms will be retained for six months after the complaint has been resolved in order to inform the development of JazzLeeds and its activities.
For certain complaints there may be a legal requirement to retain the information about a complaint for a longer period.
Forms:		Incident report form.


RELATED LEGISLATION AND DOCUMENTS
Policies and Procedures
JazzLeeds has Policies and Procedures in place to cover its operation and the behaviour of its staff, volunteers and all those working on its behalf:
Anti-Slavery and Anti-Trafficking
Communication and Use of Social Media
Customer Care and Handling Complaints
Data Protection
Equality and Diversity
Health and Safety
Safeguarding of Children and Vulnerable Adults
Volunteering

Legislation:
The following UK legislation is relevant to the operation of JazzLeeds:
[bookmark: _Hlk107687604]The Modern Slavery Act (2015)
General Data Protection Regulations (2018).
Electronics Communications Act (2000).
The Equality Act (2010)
The Health and Safety at Work Act (1974)
The Modern Slavery Act (2015)
Safeguarding and Vulnerable Groups Act (2006).
The Care Act (2014).
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