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The Trustees of Normandy Village Hall are committed to providing high‑quality facilities and services to the residents of Normandy and the surrounding area. We welcome all feedback from individuals, hirers, visitors and partner organisations. Complaints help us monitor the quality of our service and identify areas for improvement.
We take all concerns and complaints seriously and will handle them promptly, fairly, and consistently, aiming to reach a clear and reasonable resolution.

How to Make a Complaint
Before making a formal complaint, we encourage you to raise the issue with the most relevant contact so that it can be resolved quickly and informally.
Please provide as much detail as possible, including:
· Date and time of the booking or incident
· Location within Normandy Village Hall
· A clear description of the issue
· 
1. Raise the issue at operational level
i. Health & Safety or Building‑Related Issues
Jon Pick, Hall Manager
07836 250099
ii. Booking, Payment or Refund Issues
Amanda Ellis, Bookings Manager
bookings@normandyvillagehall.org.uk
2. If the issue is not resolved
If you are not satisfied with the response at operational level, or feel unable to raise the issue with the individuals above, you may escalate your complaint to:
Chair of Trustees
Roshan Bailey
chair@normandyvillagehall.org.uk
The Chair will acknowledge your complaint, review the matter, and respond within a reasonable timeframe.

How Your Complaint Will Be Handled
· Your complaint will be treated confidentially and in line with data protection requirements.
· We will investigate the issue fairly and objectively.
· We may contact you for further information if needed.
· We will explain the outcome and any actions taken.
· Learning from complaints will be used to improve our services and facilities.
Data Protection
Any personal information provided as part of a complaint will be handled securely and used only for the purpose of investigating and responding to the issue. It will not be shared beyond those who need to know in order to resolve the matter.
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