ASSOCIATION OF SHOW
AND COMPETITION JUDGES

SHOWCASING EXCELLENCE

Complaints Policy

Whilst there is no legal requirement for the Association to have a complaints procedure,
we believe it is important to provide a fair and effective complaints procedure that
includes: -

e Recognising the right to complain

e Responding openly to all complaints

e Not penalising or discouraging people from complaining

e Addressing complaints in a prompt and proportionate way

e Reviewing complaints to identify underlying issues and take corrective action
e Making sure everyone knows how to respond to a complaint

We are always happy to receive any feedback about the Association, its activities and
associated interests, and our objective is to resolve any issues as amicably as possible,
before they reach the need to raise a formal complaint. Please contact the Chair or any
other member of the Management Team to discuss your concerns. If, however, you feel
you need to make a more formal complaint, the procedure is outlined below: -

e Howto raise a complaint

e How the Association will deal with complaints

The Association will always aim to provide high quality information and services. We
recognise however that sometimes we may not get things right and as such, itis
important that you can raise any issues or complaints with us.

How to make a complaint:
If you would like to make a complaint, you can do so via email.
Please include the following information in your complaint:

e Yourfullname
e Your contact details (telephone and email)
e The fact that you are raising a complaint

e Anydates and times that are relevant to your complaint



e Akey summary of the issue or issues you have experienced and why the services
were not satisfactory

What to expect:

Complaints will be dealt with by the relevant member of the Management Team.
Acknowledgement:

We will acknowledge your complaint within 2 working days.

Investigation:

The relevant Management Team member will conduct an investigation into your
complaint and may need to contact you in order to obtain further details during the
investigation.

Response:
A response to your complaint will ordinarily be provided to you via email.

The Management Team will ordinarily provide a full response within 15 working days of
receipt of your complaint. Sometimes the investigation may take longer. If this is the
case, you will be advised and be given a revised timetable within which you should
expect to receive a response.

The Management Team member delegated to investigate may agree with all or some of
your grounds of complaint. If this is the case, we will aim to offer a satisfactory solution
for you and appropriate to the circumstances.

If the Management Team member does not agree with your grounds of complaint, you
will be provided with full details to explain why this is the case.

If you are unhappy and do not agree with this decision you may wish to appeal. This
appeal should be logged via email within 5 working days, giving clear reasons for
appealing this decision. This will be acknowledged.

The Chair (or another Management Team member if the complaint involves the Chair)
will review the decision and will report back to the complainant, in writing, within 10
working days.

This decision is final.

This Complaints Policy does not cover all the Association of Show and Competition
Judges commitment relevant to the receipt and resolution of complaints. We also have
other policies in place to protect members and third parties:

e An Equality, Diversity and Inclusion Policy
e A Data Protection Policy



e A Safeguarding Policy

e A Governance Document (Constitution)
e Members Code of Conduct

e A Social Media Policy
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