 Museum of Richmond Complaints Policy
The Museum of Richmond values complaints as a way of putting things right and improving the service it offers. It should be convenient to make a complaint whether in person, in writing, by phone or email. All complaints will receive a response and will be handled efficiently.
The Process

· The complaint, whether in person, in writing, by phone or email should be recorded on a Complaint Form by a member of staff

· The Curator should be informed and should bring to the attention of the Chairman or Vice-chairman any complaint that the Curator regards as significant or requiring further consideration. The Curator should err on the side of prudence and report if in doubt. The Chairman or Vice-chairman will decide whether to involve the whole Board as appropriate

· The file of Complaint Forms and, where necessary, associated correspondence should be available for review by the Board as the Chairman deems appropriate. The Board should look to learn from complaints

· If any follow up is needed, the staff member responsible should make a note of what is required and by when on the form and ensure it is carried out, by making a diary note as a reminder for example. A note should be made on the form when all necessary actions are completed
· Acknowledgement and response to a complaint should be made as soon as possible and certainly within 14 days of receipt. If some time is needed to undertake an investigation, a holding communication should be sent in the first instance, to reassure the complainant that the matter is being dealt with

· If following all of the above the complainant remains dissatisfied, they should be given the opportunity to refer the matter to the Chairman of the Board
· All correspondence should  be filed with a Complaint Form
Advice for handling a complaint 
· Put yourself in their shoes - be courteous and empathetic. Think about how you would like to be treated

· Thank the complainant for contacting you. They have given up their time to let you know they have a concern

· Say that you are sorry the problem has happened. This is not an admission of guilt, it is just good manners. In many cases a prompt explanation and an apology will be sufficient and will prevent the complaint escalating

· Start with the view that the person has a valid point, not that he/she is just being difficult. Accepting that the person may well have a point, even if just to yourself, may well trigger off ideas for an acceptable resolution

· Get all the facts first. Let the person give you all the information so that you can fully understand the situation. This can also help them calm down if they are emotional. Make sure you understand what outcome the complainant wants 

· Don’t take a one-size fits all approach. Every complaint will be slightly different. Ensure your response is proportionate to the circumstances
· Use a range of measures to resolve a complaint. Explore the full range of options available such as a simple apology, revising materials, revising procedures or training staff or volunteers

· Focus on the outcome. Make sure that your communication confirming the outcome of your investigation focuses on the outcome for the person rather than the process of your investigation. Use empathetic language without lapsing into jargon

Advice to volunteers

Volunteers should not have to deal with complaints unless they can do so easily, this is the job of the staff. If a member of staff is not available please thank the complainant for bringing the matter to our attention, reassure them that the matter will be dealt with and ask them to leave their contact details and the nature of their complaint so that staff can contact them. The volunteer should then pass this information on to a member of staff at the earliest opportunity.
In extremely rare cases complainants can become verbally aggressive and/or the nature of the complaint can be very serious. In these rare instances volunteers are advised to stay calm and focussed on the desire to resolve the person’s problem. Do try to understand their feelings. Do get as much specific information about the person’s perception of the problem as possible. Afterwards, if you need to, do take a few minutes to relax, speak to a member of staff and consider taking a break or walk.
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