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3 – Sycamore Adventure 01384 813755

Complaints, compliments and comments policy / Whistle Blowing Policy
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This policy has been developed by Sycamore Adventure, to give anyone who accesses the adventure playground the opportunity to have their say about things which affect them while they are at the site. We aim to provide a fantastic service for children, young people and their families and as such take the views and opinions of our customers extremely seriously.
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Compliments, suggestions and comments received will support the ongoing development and improvement of our service. Based on the information that we receive, staff will investigate / consult further and where necessary make improvements to the services currently provided, be it providing new facilities and equipment, reviewing our policies, training our team or making changes to the play environment. 
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We value your compliments, suggestions and comments and no matter how small your compliment or comment may feel, rest assured, it will be very important to us and help Sycamore Adventure to be the best that we can be. You will be kept informed of how your compliments, suggestions and complaints are being dealt with.
Making a complaint, compliment or comment 
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If you are not satisfied with any aspect of Sycamore Adventure, please speak to a member of staff who will try to resolve the situation, (staff are dressed in red playwork team uniform). Where possible, the staff member will respond appropriately there and then. 
2. If the staff member needs assistance in the situation, they will inform the centre manager or senior play worker. If the matter cannot be resolved, they will write down your complaint, take contact details and we will get back to you shortly afterwards.  
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If making a complaint verbally or in writing does not suit your communication needs, the team will ensure that they respond by providing appropriate methods for you to have your say about the service. 
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You can also make a comment about the service by writing it down and putting it into our comments box. You can include your name and contact details should you so wish and we will then respond to you within a week of the complaint being made. 

5. [image: image15.png]@2" i

complaints compliments comments



You can also make comments about Sycamore Adventure on our website and these are reviewed weekly. Just visit http://book.sycamoreadventure.co.uk/feedback/ 
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If complaint options 1 – 5 are followed and you are unhappy with our response, you should then talk to the adventure playground manager, Ella Blewitt, she will deal with the issue with you. 
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If you are still unhappy with how the centre manager has dealt with you, then the complaint must be put in writing to:
Amanda Grove
Youth and Community Strategy Manager

3-5 St James Street
Dudley MBC 
Amanda.grove@dudley.gov.uk / 01384 818145
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8. Amanda Grove will then meet with you at an agreed time to discuss the outcome.
9. If the issue is still not resolved it will be the duty of Dudley Children’s Services to intervene and agree to a suitable outcome for all parties involved:

Dudley Children’s Services  
3-5 St James Street

Dudley MBC 

01384 818181                              
We endeavour to ensure that everyone enjoys their experience at Sycamore Adventure and value your views and opinions. 
Whistleblowing
Staff members can also report certain types of wrongdoing through our whistle blowing procedure. If staff have seen any wrongdoing which effects public interest, you can disclose this to senior staff at any time. You can raise your concern at any time about an incident that happened in the past, is happening now, or you believe will happen in the near future.

Whistleblowers are protected by law if they report any of the following:

· a criminal offence, eg fraud

· someone’s health and safety is in danger

· risk or actual damage to the environment

· a miscarriage of justice

· the company is breaking the law, eg doesn’t have the right insurance

· you believe someone is covering up wrongdoing 

You can tell your employer or a prescribed person anonymously but they may not be able to take the claim further if you haven’t provided all the information they need. You can give your name but request confidentiality - the person or body you tell should make every effort to protect your identity.  If you report your concern to the media, in most cases you’ll lose your whistle blowing law rights. 

Your employer or the prescribed person will listen to your concern and decide if any action is needed. You may be asked for further information. You must say straight away if you don’t want anyone else to know it was you who raised the concern. You won’t have a say in how your concern is dealt with. Your employer or the prescribed person will keep you informed about the action they’ve taken, but they can’t give you much detail if they have to keep the confidence of other people.

If you’re not satisfied with how your employer dealt with your concern, contact:

Amanda Grove

Youth and Community Strategy Manager

3-5 St James Street

Dudley MBC 

Amanda.grove@dudley.gov.uk 

Get independent advice from Citizens’ Advice.
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