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Complaints Procedure 
Policy 

The committee who represent the organisation are committed to high standards of conduct 

and service at all times, and we recognise the rights of all members to have access to our 

complaints procedure. Should complaints arise, it is our policy to deal with them quickly and 

efficiently. There is no restriction as to what issues may be complained about. It is our 

understanding that any matter which causes upset or concern may constitute as a 

complaint. Complaints may be made verbally or in writing, and the procedures are as 

follows: 

Verbal Complaint 

The complainant should ask to speak to any member of the committee or trustees available. 

They will take details of the complaint, identifying key details. Any complaint against an 

individual will be dealt with in a confidential manner. Should the complainant not want to 

speak to the team member available, they can leave their contact details and they will be 

contacted by the Chair at the next appropriate time. 

Written Complaint 

The complainant should write to the Chair (or another trustee if appropriate) giving full 

details of their complaint. This can be done by post to our registered address, or 

electronically by email to info@limelightperformers.co.uk or any individual trustee’s first 

name followed by @limelightperformers.co.uk (e.g. james@limelightperformers.co.uk) 

Procedure 

All complaints are logged and formally acknowledged with a written response within 10 

working days, detailing where necessary the further course of action to be taken. Where a 

full response is not possible within this time frame, the complainant will be contacted with 

an update on progress and indication of when a response is likely to be forthcoming. 

If the complainant is satisfied with the response, the matter will be considered closed. If the 

complainant remains dissatisfied with the explanation or course of action, they can appeal 

to the governing trustees. 

The chair and trustees will review the complaint and either decide that the action proposed 

is adequate or that a different course of action should be adopted. The outcome of this 

review will be communicated to the complainant within 15 working days of the appeal being 

lodged. If the matter remains unsolved, they have the right to consult a mediator, agreed by 

both parties, and an agreed process will be put in place. The procedure is reviewed regularly 

and updated as required. 

Whistleblowing 
Limelight Performers aims to operate in line with our values and with the highest standards of 

honesty and integrity. We want to create an environment where our members feel able to raise 

concerns internally without fear of victimisation, detriment or disciplinary action being taken against 

them as a result of any disclosure. 
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If a member discovers a situation which they believe should be disclosed they can make a protected 

disclosure internally or externally of malpractice, as well as illegal acts or omissions at work. 

A protected disclosure is any disclosure of information that in the reasonable belief of the member is 

made in the public interest. 

Examples of malpractice 

Examples of malpractice which a member may wish to make a protected disclosure are: 

• A criminal act 

• Failure to comply with a legal obligation 

• A miscarriage of justice 

• Health and safety breaches 

• Damage to the environment 

• Concealment of any of the above 

The overriding concern should be that any disclosure is made in the public interest for the 

malpractice to be corrected and, if appropriate, sanctions applied. 

How to make a disclosure 

A member can raise concerns orally or in writing to the chairman, or any other trustee 

where they feel it is not appropriate to raise with the chairman. 

Limelight Performers will: 

• Make sure that the member’s concern is appropriate for consideration under this 

policy, and refer them to the correct procedure if not 

• Deal promptly and fairly with any concerns raised under this policy and carry out an 

investigation into the alleged malpractice 

• Support and facilitate the member in pursuing whistleblowing concerns 

• Maintain confidentially throughout any proceedings 

• Keep the member advised of progress as appropriate 

• Not allow the member to suffer any detriment as a result of raising their concerns 

• Maintain the member’s anonymity if the member so wishes. However, in some 

circumstances it may be necessary to reveal the name of the member who raised 

concerns, in which event the situation would be discussed with the member before 

proceeding. 

We will not tolerate any detriment, harassment, or victimisation of a whistleblower. 

If an allegation is made by a member in the public interest but it is not confirmed by the 

investigation, no action will be taken against them. If, however, an allegation is made 

frivolously, maliciously or for personal gain, action may be taken. 

Responsibility Levels 

Day to day responsibility will rest with the trustees. All concerns should be referred on to the 

Chairman for collaborative investigation, rather than individual committee members 

investigating the matter themselves. This ensures that people with necessary technical skills 

and experience can handle any particular investigation. External agencies will be informed or 

consulted where appropriate regarding any concerns raised under this policy. 
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Raising a concern externally 

It is hoped that this policy enables members to raise any concerns they have regarding 

malpractice internally. If any member feels they cannot raise their concern internally, the 

matter should be raised with the Police or appropriate regulator (e.g. Health and Safety 

Executive, The Charity Commissioners or Environmental Health Department). 

Anonymous Informing 

We do not encourage anonymous informing as it makes if difficult for the alleged 

malpractice to be investigated and for feedback to be provided. If any disclosure is made 

anonymously, we will assess the information received and establish if it is possible or 

prudent to follow up. 

Whistleblowing? 

Definition if what is suitable to be raised under this policy - Whistleblowing is where a 

member has a concern about danger or illegality that has a public interest aspect to it: 

usually because it threatens others (e.g. other members, organisations or the general 

public). 

 

 

 

 

 

 

 

 


