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HOW TO MAKE A COMPLAINT TO SCOTTISH YOUTH THEATRE

Scottish Youth Theatre strives to provide effective delivery of our work that prioritises the care and wellbeing
of young people who participate in our work, freelance contractors, partner organisations, audiences and
wider associates. We recognise that, on occasions, errors may occur and/or individuals may be dissatisfied
with their interactions with the company. Addressing complaints and concerns are a priority and we aim to
address them promptly and efficiently.

The procedure uses a two-stage model to allow for appropriate procedures in relation to the nature of a
complaint. Stage 2 exists for more serious complaints or for issues that are not satisfactorily resolved at Stage
1. Scottish Youth Theatre reserves the right to make an assessment of each complaint and will only escalate
complaints to a level commensurate with the level of seriousness, risk or reputational damage.

The company operates without a venue or office and therefore we recommend, in the first instance,
contacting us via our website if you are dissatisfied about an aspect of your interaction with Scottish Youth
Theatre:
1. Goto the Contact Us page on our website and complete the online form.
2. Inthe section What would you like to contact us about? select ‘Making a complaint’
3. If you would like to speak to someone about your complaint, please include a contact telephone
number as part of your Message in the final box.

Here’s what will happen next (also see flow diagram below):

e The company will make an assessment of the seriousness of the complaint under our 2-stage procedure

e Your complaint will be acknowledged within 3 working days (working days being Monday-Friday) stating if
it is being looked at under Stage 1 or Stage 2 procedures

e You may be asked for more information or clarification via a telephone call or email

e Following this, you will receive a response and proposed resolution within a further 5 working days for
Stage 1 complaints and within 20 further working days for Stage 2 complaints

e [f you are not satisfied with the outcome:
o at Stage 1 you can request for the complaint to be escalated to Stage 2
o at Stage 2 the complaint may be escalated to the Scottish Youth Theatre Board for a final decision

A system of logging and recording complaints is in place to help the organisation identify any common
patterns, learn from mistakes and drive improvement. The handling of complaints in the organisation will
respect confidentiality and will adhere to other related company policies, particularly child protection, data
protection and health and safety.
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