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1. Purpose
Bold Vibes is committed to providing a safe, inclusive, and positive experience for everyone involved. We take all concerns and complaints seriously and aim to handle them fairly, promptly, and respectfully.

2. What is a Complaint?
A complaint is any expression of dissatisfaction about but not limited to:
The conduct of a volunteer, staff member, or participant
The quality or delivery of an activity or event
A decision made by the Bold Vibes team
Any situation where someone feels uncomfortable, unsafe, or treated unfairly

3. Our Approach
We aim to:
Listen carefully and without judgement
Treat everyone with respect and confidentiality
Resolve concerns as quickly as possible
Learn from feedback to improve our sessions

4. How to Raise a Concern
We encourage concerns to be raised as soon as possible.
You can:
Speak directly to a Bold Vibes team member at the event
Email us at: hello@boldvibes.co.uk
If the concern involves a safeguarding issue, it will be handled in line with our safeguarding policy and procedure.

5. Complaints Process
Step 1 – Informal Resolution
Where appropriate, we will try to resolve the issue informally:
Listening to your concern
Clarifying what has happened
Agreeing on a way forward

Step 2 – Formal Complaint
If the issue cannot be resolved informally, you can make a formal complaint:
Provide details in writing (email is acceptable)
Include what happened, when, and who was involved

We will:
Acknowledge your complaint within 5 working days
Investigate the matter fairly
Provide a response within 10–14 working days where possible

Step 3 – Outcome
You will receive:
A summary of findings
Any actions taken or decisions made

6. Confidentiality
All complaints will be handled sensitively and confidentially. Information will only be shared with those who need to know how to resolve the issue.

7. Safeguarding Concerns
If a complaint involves the safety or wellbeing of a child or vulnerable person:
It will be prioritised immediately
Managed under our safeguarding policy and procedures
Referred to appropriate authorities if necessary

8. Unacceptable Behaviour
Whilst we welcome feedback, we will not tolerate:
Abusive, threatening, or aggressive behaviour
Repeated or vexatious complaints
In such cases, we may limit communication or take further action.

9. Learning and Improvement
We use complaints as an opportunity to:
Improve our sessions and processes
Support volunteers, trustees and beneficiaries
Ensure Bold Vibes remains a safe and welcoming space

10. Review
This policy will be reviewed regularly to ensure it remains effective and up to date.

Bold Vibes is committed to listening, learning, and continuously improving for the people we support.
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