N sport aberdeen

Charity no SC040973

Complaints
Handling
Procedure

Customer Guide

el e

i _», :
ice® &[’ galf N W | gumnostics¥ ‘get activew

)/ | aquatics \d W | tenni: \ | adver E
X X aberdeen X |uberdeen X ’oberdeen X aberdeen aberdeen

aberdeen

T

cornmumtyw' V' | active®
X lifestyles




\Vsport aberdeen Complaints Handling Procedure - Customer Guide

Charity no SC040973 (Issue 6)

Contents

No Section Page no

L T« LT T
What is @ coOmMPlaint? c.cueieiiiiiiiiieiiiieiieceteecirsecssssssscsscassscsssssssssssssssassscassssases
What can | complain about? .....cccieiieiiiiiiiiietietentcsscesccsccsccsccscsscoscosccsscsscnscense
What can’t 1 complain about? ...ccceiiiiiiiieiieeiiiircincenccescsscscescsscescenscsscosconscnsene
Who can cOmPlain? ..cceiieieiiiiiiieciesniecescessacessecessessscescassscassscasssssssescassasasssces
How do 1 COMPLAIN? .ocviieiiiiniieiieintiecereecescncsscesssssscsssscosssssssesssssssassscesssssssassns
Our contact details .....ceiuieiririninrnininiereririarncncercacacesescssasacesssssscesescssasesasenes

How long do | have to make a complaint? .....cccieieininiirincacecircacacecccscscacecscacaces

O 0 ~N O U1 A W N K=

What happens when | have complained? .....cccciieiiiniincineciiceisncncesescessacoscesnnns

=
o

What if | am still dissatisfied after stage 2? .....cccceiiiininiiiiinieiiiiieneieriisececenencanes

[y
[

Getting help to make your complaint ......cccciiiiiiiiiiinciiiniircercacercccacescacescescaces

[
N

(=] 3 e 11 [+ TS

0w ~N N N o0 o g b~ b~ W www

Customer complaints qUick gUIe ....c.cccvieieiiiieieieiiiieieieiiiiiteieierersacececessscaceceses

creating opportunities, inspiring people and changing lives Page 2 of 8



/4

\ sport aberdeen Complaints Handling Procedure - Customer Guide

Charity no SC040973 (Issue 6)

1 Introduction

Sport Aberdeen is committed to providing inclusive, high quality services.

We value complaints and use information from them to help us make
improvements.

If something goes wrong or you are dissatisfied with one of our venues, programmes or services, this
procedure describes how to make a complaint. It also tells you how we will handle your complaint
and what you can expect from us.

2 Whatis a complaint?

We regard a complaint as any expression of dissatisfaction about our action or lack of action, or
about the standard of service provided by us or on our behalf.

Comments and feedback on improvements you would like to see in our venues or on our terms and
conditions of service will be taken onboard and reviewed separately but will not be treated as a
complaint within this procedure.

3 Whatcanl complain about?

You can complain about things like:

Failure to provide a service;

Poor quality of service, or an unreasonable delay in providing a service;
Dissatisfaction with one of our policies or its impact;

Failure to properly apply procedure, guidance or law when delivering services;
Failure to follow the appropriate administrative process;

Conduct, treatment by or attitude of a member of staff or one of our contractors;

Disagreement with a decision (except where there is a statutory procedure for challenging
that decision, for example, freedom of information).

Your complaint may involve more than one of our services or be about someone working on our

behalf.

4 What can’t| complain about?

There are some things we can’t deal with through our complaints handing procedure. These
include:
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e Avroutine first-time request for a service;

e Afirst-time report of a fault;

e Arequest for compensation only;

e Issuesthat are in court or have already been heard by a court;

e Disagreement with a decision where there is a statutory procedure for challenging that
decision (such as freedom of information or subject access requests);

e Arequest forinformation under the Data Protection or Freedom of Information (Scotland)
Acts;

e Agrievance relating to employment by us or staff recruitment;
e Aconcern raised internally by a member of staff which was not about a service they received;

e An attempt to open a previously concluded complaint or to have a complaint reconsidered
where we have already given our final decision;

e Aconcern about a child or adult’s safety which would normally be dealt with under our
safeguarding procedures;

e Aconcern about the actions or service of a different organisation, where we have no
involvement in the issue (except where the other organisation is delivering services on our
behalf).

If other procedures or rights of appeal can help you resolve your concerns, we will give you
information and advice to help you.

5 Who can complain?

Anyone who receives, requests or is directly affected by our services can make a complaint to us.
This includes a representative of someone who is dissatisfied with our service, for example, a
relative or friend.

If you are making a complaint on someone else’s behalf (but not as a parent or guardian), you will
normally need their written consent. Please also read the section on Getting help to make your
complaint below.

6 Howdolcomplain?

You can complain in person at any of our venues or head office, by phone, in writing, by email or via
our web form at sportaberdeen.co.uk/contact-us.

It is easier for us to address complaints if you make them directly to the venue or service concerned

so please talk to a member of staff at the venue or service you are complaining about. They can then
assist you with getting the issue resolved quickly.
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When making your complaint, please tell us:

e Your full name and contact details;
e As much as you can about the complaint;
e What has gone wrong; and

e What outcome you are seeking.

We will respond to very simple complaints via social media channels operated by Sport Aberdeen,
where appropriate, for example, when an issue potentially affects a large number of people. At a
minimum, we will always acknowledge your complaint as soon as possible and forward it to the
relevant manager for action and response.

If you do not wish to give us your personal details but still want an issue to be considered, we will
consider anonymous complaints wherever this is appropriate and will record details of the
complaint together with any learning and actions taken.

7 Our contact details

Complaints can be made via our corporate support team using the following contact details:

2 Phone 01224 507721
Email customerfeedback@sportaberdeen.co.uk

Sport Aberdeen HQ
4™ Floor, The Bridge
King’s Way

Bridge of Don
Aberdeen

AB23 8BL

If you wish to complain directly to a venue or service, contact details for these can be found be on
our website. Alternatively, you can use our venue feedback form.

4 Venue details sportaberdeen.co.uk/venues

Venue feedback form sportaberdeen.co.uk/contact-us

8 How longdo | have to make a complaint

Normally you must make your complaint within six months of:

e The event you want to complain about; or

e Finding out that you have reason to complain.
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In exceptional circumstances, we may be able to accept a complaint after the time limit. If you feel
the time limit should not apply to your complaint, please tell us why.

9 What happens when | have complained?

Our complaints handling procedure has two stages.

Stage 1 - frontline response

We aim to respond to all complaints quickly and wherever possible, when you first tell us about an
issue. This could mean you receive an on-the-spot apology and explanation if something has clearly
gone wrong, or we take immediate action to resolve the problem.

Where it is not possible to take immediate action to resolve your issue, we will acknowledge your
complaint in writing within one working day. Please note for the purposes of this procedure, we
define our normal working hours as Monday - Friday, 0830hrs to 1730hrs.

We will tell you which manager or member of our company leadership team will deal with it and
provide you with a response. We will give you our decision at stage 1 as soon as possible and no
later than five working days, unless there are exceptional circumstances. Occasionally, a short
extension of time may be necessary due to unforeseen circumstances (such as the availability of a
key staff member). We will notify you if this is the case.

If you are not satisfied with the response we give at stage 1, we will tell you what you can do next. If
you choose to, you can take your complaint to stage 2.

You must normally ask us to consider your complaint at stage 2 either:

e Within six months of the event you want to complain about or finding out that you have a
reason to complain; or

e Within two months of receiving your stage 1 response (if this is later).

In exceptional circumstances, we may be able to accept a stage 2 complaint after the time limit. If
you feel the time limit should not apply to your complaint, please tell us why.

Stage 2 - investigation

Stage 2 deals with two types of complaints: those that have not been resolved at stage 1 and those
that clearly require investigation, and so are handled directly at this stage.

We will automatically deal with serious complaints at stage 2. In some cases, allegations that are

very serious in nature may also be dealt with concurrently under other applicable policies and
procedures, for example, safeguarding or disciplinary issues.
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At stage 2:

e We will acknowledge receipt of your complaint within one working day;

e We will confirm our understanding of the complaint we will investigate and the outcome you
are looking for;

e We will try to resolve your complaint where we can; and

e Where we cannot resolve your complaint, we will give you a full response as soon as possible,
normally within 10 days.

If our investigation takes longer than 10 working days, we will tell you. We will tell you our revised
time limits and keep you updated on progress. Please note for the purposes of this procedure, we
define our normal working hours as Monday - Friday, 0830hrs to 1730hrs.

Our final response to a complaint will always come from a member of our company leadership team.

10 What if | am still dissatisfied after stage 2

After we have given you our final decision at stage 2, if you are still dissatisfied with our decision or
the way we have dealt with your complaint you can ask the Scottish Public Services Ombudsman
(SPSO) to look at it.

We will provide details of how to do this with any stage 2 response.

The SPSO cannot normally look at your complaint unless it has fully completed Sport Aberdeen’s
complaints process.

11 Getting help to make your complaint

We are committed to making our services inclusive, accessible and easy to use for all members of the
community and we will always ensure that we make any reasonable adjustments to help you access
and use our services.

If you need assistance putting your complaint in writing or want this information in another format
such as large font, please get in touch using the contact details below.

12 For more information

If you have any queries or need further advice or assistance with making a complaint, please contact
our corporate support team using the details below.

% Phone 01224 507721
Email customerfeedback@sportaberdeen.co.uk
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Customer complaints quick guide

You can make your complaint in person, by phone, by email or in writing.

We have a two-stage complaints procedure. We will always deal with your complaint as quickly as possible
(stage 1) but if the matter needs investigation or is of a serious nature (stage 2), we will tell you and keep you
updated on our progress.

It is helpful if you tell us what went wrong, how we can put it right and also provide your full name and
contact details so we can respond.

It is best to make your complaint directly at the venue or service where the issue occurred.
Alternatively, please contact our corporate support team using details below:

Email: customerfeedback@sportaberdeen.co.uk

Phone: 01224 507721

Post: Sport Aberdeen HQ, The Bridge, King’s Way, Bridge of Don, Aberdeen, AB23 8JB

Our Commitment to You

We will acknowledge your complaint the same day or next working day if received outside our normal working
hours.

We will confirm with you the key points of your complaint and what you want the resolution to be.

We will always tell you who is dealing with your complaint.

We will respond to all complaints as quickly as possible. Unless there is good reason, this will be no later than
five working days for stage 1 frontline complaints and no later than 10 working days for stage 2
investigation complaints.

We will let you know if we need to extend the timescales for response.

When we respond, we will always tell you what you can do next if you are unhappy with the outcome of your
complaint.

All final responses will come from the appropriate member of our leadership team.

4 )

Scottish Public Services Ombudsman

If, after receiving our final decision on your complaint, you remain dissatisfied with our decision or the way we
have handled your complaint, you can ask the SPSO to consider it.

We will tell you how to do this when we send you our final decision.
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