Halcyon Performing Arts Complaints Policy
1. Introduction
At Halcyon Performing Arts, we are dedicated to providing high-quality services for our learners and their families. However, we recognise that issues may arise from time to time, and we are committed to addressing any concerns raised. This Complaints Policy outlines the procedure for submitting a complaint, how we handle complaints, and the expected timescales for resolution.
2. How to Make a Complaint
Customers (including parents/guardians and learners) who wish to make a complaint can do so through the following channels:
· Email: Complaints can be sent to rachel@halcyonperformingarts.co.uk
· Phone: Complaints can be made by calling 07578630380
· In Person: Complaints can be raised directly with a member of staff at the Halcyon Performing Arts premises.
3. Informal Resolution
We encourage all parties to resolve issues informally wherever possible. If you have a concern, please feel free to speak directly to the relevant staff member involved or the person in charge. We find that many issues can be resolved swiftly at this early stage. If the matter is not resolved informally, the complaint will be escalated to a formal process.
4. Turnaround Time for Resolution
We aim to acknowledge and respond to complaints within 5 working days of receiving them. For more complex issues, we will provide a response within 10 working days. If further time is required to resolve the issue, we will inform you of the delay and provide a clear timeline for resolution.
5. Logging Complaints
Yes, all complaints will be logged for monitoring and record-keeping purposes. Each complaint will be recorded in a secure, confidential complaints register. This register will include:
· The date the complaint was received.
· A summary of the complaint.
· The steps taken to resolve the issue.
· The outcome of the complaint.
The complaints register is reviewed regularly to identify any recurring issues or trends that may require additional attention.
6. Handling Complaints
Halcyon Performing Arts has designated a Complaints Officer who is responsible for managing and overseeing the complaints process. This staff member will:
· Acknowledge receipt of the complaint.
· Ensure the complaint is investigated thoroughly.
· Liaise with relevant staff members to gather information.
· Ensure the timely resolution of the complaint.
If you are not satisfied with the outcome of the complaint after it has been handled by the Complaints Officer, you may request a further review, which will be managed by a senior member of staff.
7. Conclusion
We are committed to handling complaints fairly and efficiently, and we value the feedback from our customers. If you have any concerns or would like to make a complaint, please contact us using the methods outlined above.


