XYZ CAMP

[bookmark: _GoBack]COMPLAINT HANDLING POLICY

PASSAGES HIGHLIGHTED IN GREY: This information may vary depending on your situation and your practices.

This policy enables the camp to efficiently handle complaints, to ensure that they are followed up, and to take any action required. The recording of comments makes it possible not only to deal with requests appropriately, but also to establish the camp’s strengths and weaknesses with a view to making improvements. 

All comments should be recorded in the log.  Complaints will be given special attention to ensure good customer service. 


COMMENT LOG

	Nature of comment
	Explanation
	Person who made the comment
	Person who dealt with the comment
	Actions to take
	Follow-up required 

	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 




COMPLAINT HANDLING PROCEDURE

	Step
	In charge
	Time allowed (business days)

	Write up the complaint
	Plaintiff
	Immediate

	Copy of complaint handed to coordinator
	Person receiving the complaint
	12 hrs

	Complaint analyzed by coordinator
	Site coordinator
	24 hrs

	Plaintiff given feedback on solutions and follow-up of the complaint
	Site coordinator
	48 hrs

	Complaints recorded in the log
	Camp director
	72 hrs



*The time may be less than indicated depending on the urgency of the complaint. 


PERSONS DESIGNATED TO HANDLE COMPLAINTS

	Position
	Name
	Telephone
	Email

	Camp director
	Joe Blow
	
	

	Camp coordinator
	Joe Public
	
	

	Staff manager
	Joe Who
	
	

	Programming manager
	Joe Strummer
	
	




COMPLAINT HANDLING FORM

Nature of comment:
[image: ]3.9 COMPLAINT HANDLING POLICY
· 
· Specific request
· Suggestion / Recommendation
· Problem issue
· Complaint


Name of person making comment

	First name
	

	Surname
	

	Child’s first name
	
	Child’s surname 
	

	Telephone: 
	

	Email: 
	



   ⃝ I wish my comment to be kept confidential and dealt with only by the person responsible for handling complaints. 

   ⃝ I wish my comment to be shared with the members of staff concerned.

Person concerned by the complaint: _______________________________________________________________

Explanations: 

__________________________________________________________________________________________________________________________________________________________________________________________________________________
Suggested improvement: 
______________________________________________________________________________________________________________________________________________________________________________________________________
Handling of complaint

   ⃝ I wish to receive news within 72 hours at the following telephone number: 

________________________________________________________________

   ⃝ I wish to receive news within 72 hours by email at the following address: 

_________________________________________________________________

   ⃝ I do not particularly want to hear follow-up. I just want my comment to be received by camp managers.  


Signature: ___________________________________________________    Date: _____________________________
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