DEVIZES OUTDOOR CELEBRATORY ARTS (DOCA)

PUBLIC COMPLAINTS POLICY

Updated by Annabel Lake,
Production Director on 17" July 2024

Purpose and scope of policy

Devizes Outdoor Celebratory Arts (DOCA) is an exciting arts charity formed in 2012.
Our mission is to bring people together to have shared magical experiences, by
providing arts events which transform places, hearts, and minds. This document
explains how DOCA deals with complaints about its conduct from all external parties,
such as members of the public and others involved in or impacted in any way by our
activities.

What is a complaint?

A complaint is an objection to something that is unfair, unacceptable, or otherwise
not up to normal standards. In this policy, a complaint is a formal process where

a person who feels like they have been wrongly treated, represented, disrespected
etc. feels like they need action taken to address such behaviour. This policy sets out
how they may communicate with DOCA to resolve the situation to achieve the best
outcome for all concerned.

This policy covers complaints about:
e how you or others have been treated by DOCA;
e DOCA’s conduct and compliance with its own procedures, processes and
policies; and
o the behaviour of DOCA staff, DOCA Trustees, volunteers, contractors and
traders who have been engaged by DOCA.

We will not respond to complaints that are rude or abusive. If we receive an
anonymous complaint, we will investigate the complaint, though obviously won't be
able to let the complainant know about the outcome, or ask any relevant questions
which might be needed to fully understand the complaint.

We aim to investigate all complaints thoroughly, impartially and promptly. We will
keep a record of all complaints in order to learn how we can improve our conduct or

procedures in the future.
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How to complain

By e-mail - If your complaint relates to a member of DOCA's staff, please send your
complaint to trustees@docadevizes.org.uk. For any other complaint, please send
your complaint to info@docadevizes.org.uk

By post — If you'd prefer to send your complaint by post, please make it clear who or
what you are complaining about, and send it to:

DOCA

Parnella House

23 Market Place

Devizes

SN10 1JQ
It will help us to deal quickly and fully with your complaint if you can state that you
are making a complaint, set out your concern in writing as clearly as possible, and
provide your contact details. if your complain relates to a specific incident at one of
our events, please include as much detail as you can about the date, time and
location of the incident.

If your complaint relates to the actions of one of our partners, for example traders,
fairground contractors etc, it may be appropriate for them to deal with the complaint
directly. In such cases, we will ask you if you are happy for us to pass the complaint
to them, where their policies will come into effect.

How DOCA will handle your complaint
We have a two stage approach.
Stage one

If you have supplied your contact details, we will send an acknowledgment of
your complaint as soon as practicable. Your complaint will then be passed to
an appropriate person who was not involved in the events which led to the
complaint.

An appropriate person means:
e If the complaint relates to the organisation of one of our events, the
Production Director will investigate and respond.
e |f the complaint relates to actions from one of our volunteers, the
Production Director will investigate and respond.
e |f the complaint relates to actions from one of our staff, the Chair of the
Trustees will investigate and respond.
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e |f the complaint relates to actions from one of our Trustees, the Chair of
the Trustees will investigate and respond, unless the chair is involved,
in which case one of the other Trustees will investigate and respond.

e |f the complaint relates to DOCA policies or procedures, or any other
matters, the Production Director will investigate and respond.

We will aim to respond as soon as possible, and in any event within 20
working days. We may need to contact you to ask for more information or
clarity before making a final response.

Stage two

We expect most complaints to be resolved at stage one. However, if you
consider the response you have received is not fair or appropriate, you may
contact us to request a review of your complaint by DOCA'’s Trustees. You
should do this within 20 working days of receiving a stage one response
unless there is special reason for doing so later.

We will acknowledge your request to review the complaint within five working
days of receipt. Again, we may need to contact you to ask for more
information or clarity before making a final decision. We will aim to respond
within 20 working days of receipt.

If we feel, after investigating a complaint, that a law has been broken, we will inform
the appropriate authorities.

Extending time limits

We aim to complete all complaints within the timescales above. However, if a
complaint is very complex it may occasionally be necessary to extend the time limit.
If this is the case, we will keep the complainant informed of progress with the
investigation, the reasons for the delay, and the new deadline.

Finally
We would welcome any comments or suggestions about our complaints procedure,

to make sure it operates as efficiently and effectively as possible. Please send any
comments to us by email or post.
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