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1. Policy Statement

London Musical Theatre Orchestra (LMTO) aims to provide staff, members, volunteers and
supporters with the best possible experience. We therefore take complaints seriously.

If you have a complaint about LMTO, its activities, or your participation in any of LMTO’s
programmes, services or events, please tell us. We will make every effort to resolve the matter as
quickly as possible and put it right.

2. Purpose

It is in everyone’s interest that concerns and complaints are resolved at the earliest possible stage.
Many issues can be resolved informally, without the need to use the formal stages of the complaints
procedure.

2.1 The difference between a concern and a complaint

® A concern may be defined as ‘an expression of worry or doubt over an issue considered to be
important for which reassurances are sought’.

® A complaint may be defined as ‘an expression of dissatisfaction however made, about
actions taken or a lack of action’.

Many concerns can be resolved informally, and we encourage you, if you feel able, to

speak first to the person responsible for the activity that the complaint relates to, and ask them to
sort the matter out. If you have difficulty discussing a concern with a particular member of LMTO,
we will respect your views. In these cases, LMTO will refer you to another member of the charity’s
staff or Board of Trustees.

Similarly, if a member of staff directly involved feels unable to deal with a concern, LMTO will refer
you to another staff member. The member of staff may be more senior but does not have to be. The
ability to consider the concern objectively and impartially is more important.

Please make a note of the name of the person you speak to and if a solution is offered at this point,
make a note of that as well so that it can more easily be followed up later if the issue persists. If you
are not satisfied with the outcome of the informal process, or you do not wish an informal solution,
you may pursue a discussion with the Board of Trustees, or an individual Trustee with responsibility
in your area of concern.

We understand however, that there are occasions when people would like to raise their concerns
formally as a complaint. In this case, LMTO will attempt to resolve the issue internally, through the
stages outlined within this complaints procedure.
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2.2 Who this policy applies to

This complaints procedure is not limited to LMTO staff including casual workers and staff who may
not be directly employed by LMTO (e.g. volunteers, agency staff, contractors, self-employed
consultants). Any person, including members of the public, may make a complaint to LMTO about
any provision we provide.

LMTO has a separate procedure for complaints of a nature that fall under our safeguarding
policy. If your complaint is of this nature, please consult our Safeguarding Policy for more
information about how to raise your complaint.

3. Procedure

Please send your formal complaint in writing to: info@Imto.org making the subject line Complaint

Complaints that involve or are about the CEO should be addressed to the Chair of Trustee at
Chair@Imto.org marking the email Private and Confidential.

Complaints about the Chair, any individual Trustee or the whole governing body should be addressed
to the CEO at freddie@Imto.org marketing the email Private and Confidential.

3.1 What will we do on receiving your complaint?

We will listen and record your complaint and advise you how it will be handled.

We will investigate. Upon receiving a formal complaint the Board shall convene an emergency
meeting to consider the complaint and, if necessary, (a) appoint an appropriate person (on the board
or not on the board) to investigate the complaint; and/or (b) form a Complaints Committee, in each
case in accordance with section 4 below.

If appropriate, we will acknowledge that the complaint is upheld in whole or in part. In addition, we
may offer one or more of the following:

an explanation

an admission that the situation could have been handled differently or better

an assurance that we will try to ensure the event complained of will not recur

an explanation of the steps that have been or will be taken to help ensure that it will not
happen again and an indication of the timescales within which any changes will be made
an undertaking to review policies in light of the complaint

an apology


https://drive.google.com/file/d/1kn26X2T1_knlLhorq5qBdCjqPAe8F5oY/view?usp=drive_link
mailto:info@lmto.org
mailto:Chair@lmto.org
mailto:freddie@lmto.org
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At all times, we will treat you with understanding and respect. We ask that you do the same
for our staff. Any confidential information in relation to your complaint will be handled sensitively.

We are unable to respond to anonymous complaints or matters for which LMTO is not
directly responsible.

3.2 How long will it take to respond?

We will endeavour to acknowledge your complaint within 10 working days of receipt, and we
endeavour to respond fully and conclusively to all complaints within 21 working days save
where the investigation into the matter requires a longer time period to do so.

You may be contacted to make sure that we have understood your complaint properly. The
person investigating the complaint may want to speak to you to obtain additional relevant
information.

Can you take your complaint elsewhere?

Depending on the nature of your complaint, you may also be able to make a complaint to a
third party such as The Charity Commission.

Visit https://www.gov.uk/complain-about-charity for more details.

4. Roles and Responsibilities

Complainant

The complainant will receive a more effective response to the complaint if they:

e  explain the complaint in full as early as possible

e  co-operate with LMTO in seeking a solution to the complaint

e respond promptly to requests for information or meetings or in agreeing the details of the
complaint

e ask for assistance as needed

e treat all those involved in the complaint with respect

e refrain from publicising the details of their complaint on social media and respect
confidentiality.

Investigator

The investigator for the complaint will be appointed by the Board via an emergency Board meeting.
The investigator’s role is to establish the facts relevant to the complaint by:

e providing a comprehensive, open, transparent and fair consideration of the complaint through:
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sensitive and thorough interviewing of the complainant to establish what has happened
and who has been involved
interviewing staff and other people relevant to the complaint
consideration and analysis of other relevant information provided
liaising with the complainant and other members of staff as appropriate to clarify what the
complainant feels would put things right.

The investigator should:

e conduct interviews with an open mind and be prepared to persist in the questioning

e keep notes of interviews or arrange for an independent note taker to record minutes of the

meeting

ensure that any papers produced during the investigation are kept securely pending any appeal
be mindful of the timescales to respond

e  prepare a comprehensive report for the CEO, Trustees or complaints committee that sets out

the facts, identifies solutions and recommends courses of action to resolve problems.

Complaints Committee

Depending on the complexity and or serious nature of the complaint, LMTO will convene designated

Trustees to form the Complaints Committee. The Complaints Committee will then uphold or dismiss

the complaint and communicate that decision to the complainant, providing the appropriate

escalation details.

Complaints Committee members should be aware that:

O

the meeting to discuss the complaint must be independent and impartial, and should be
seen to be so. No Trustee may sit on the committee if they have had a prior involvement in
the complaint or in the circumstances surrounding it.

the aim of the meeting should be to resolve the complaint and achieve reconciliation
between the charity and the complainant

We recognise that the complainant might not be satisfied with the outcome if the meeting
does not find in their favour. It may only be possible to establish the facts and make
recommendations.
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Complaint Form

Please complete and attach to the appropriate email address outlined in Section 3 who will
acknowledge receipt and explain what action will be taken.

Your name:

Your relationship to LMTO (if relevant):

Address:

Postcode:
Contact phone number:
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Please give details of your complaint, including whether you have spoken to anybody at LMTO about
it.
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What actions do you feel might resolve the problem at this stage?

Are you attaching any paperwork? If so, please give details.

Signature:

Date:

LMTO use

Date acknowledgement sent:
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By who:

Complaint referred to:

Date:
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