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FEEDBACK & COMPLAINTS POLICY 
Date Policy Last Updated: July 2026 
 
Introduction 
PiPA welcomes feedback from the people and communities we work with whether 
they are members of the public, our Partners, external stakeholders, or others. 
 
PiPA is a registered charity, with a defined set of values, behaviours and ethics as 
well as responsive policies on Equity, Diversity, Inclusion & Belonging (EDIB); Dignity 
& Respect at Work; Safeguarding; and Health & Safety underpinning our approach. 
 
We may, at times, fall short of your expectations – if we do, we want to know about 
it so that we can put things right. Our aims are to ensure that: 
 

• Our complaints process is as simple and easy as possible 

• Our complaints process is available to all participants, audiences, Partners 
and stakeholders via our website 

• All complaints are fairly assessed and responded to promptly 

• We comply with legislative requirements at all times 

 
Purpose 
This Feedback & Complaints Policy provides a framework for PiPA to receive and 
respond to any feedback from members of the public to us, PiPA, whether it is a 
complaint, comment, or compliment. 
 
Who can make a complaint? 
This policy is for the public and users of our service. Feedback gives us an 
opportunity to improve ourselves, our products, our services, and our processes. 
 
This policy does not cover internal feedback / complaints, e.g. from staff or 
Trustees, who should refer to our Grievance, Disciplinary & Appeals Policy or our 
Whistleblowing Policy, both available on our internal HR system. 
 
If you have a safeguarding concern, please see our Safeguarding policy and/or 
contact our Designated Safeguarding Lead. 
 
Third Party complaints 
If you would like to provide feedback or make a complaint about organisations we 
work with, you should in the first instance raise your concern with that organisation 
directly. 
 

https://pipacampaign.org/safeguarding-policy/
https://pipacampaign.org/safeguarding-policy/#:~:text=Raising%20a%20Safeguarding%20Concern
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While we may provide general information on how to contact the relevant 
organisation, or provide general signposting to help you, PiPA cannot take 
responsibility for, or manage, complaints about third-party organisations. 
 
Our promise to you  
If you raise a concern or make a complaint to PiPA you can expect that we will: 
 

• Treat you with respect 
• Tell you what to expect while your complaint is being looked into 

• Carry out the complaint handling process in as fair and open a way as 
possible 

• Provide reasons for decisions/outcomes that are made, unless restricted by 
confidentiality 

• Protect your privacy 

 
Responsibility 
Admin Team – our Admin team is responsible for reading and responding to 
feedback. 
 
Head of Operations – will review any feedback where the member of the public is 
dissatisfied with the response from the Admin team. 
 
Co-CEOs / Board of Trustees (as applicable) – The Co-CEOs will conduct any further 
and final internal review. If the complaint relates to the leadership of the Charity, 
the Board of Trustees will conduct the review instead. 
 
How to provide feedback or make a complaint 
If you would like to provide feedback or make a complaint, please use the contact 
details below: 
 
Feedback@pipacampaign.com 
 
You will need to tell us: 
 

• what happened 
• when it happened 
• what you think went wrong 
• how you think we should put it right 
• Any relevant supporting documents – e.g. screenshots / emails etc. 

 
If you wish to raise a complaint, please contact us within a month of the incident in 
question. If you delay any longer, it may affect our ability to consider your 

mailto:Feedback@pipacampaign.com


   

 Parents and Carers in Performing Arts t/a PiPA 
 Company Number: CE022260    Charity Number: 1190045    VAT Number: GB 411 2578 27 

 Registered address: c/o Crucible Theatre, 55 Norfolk Street Sheffield S1 1DA 

complaint. In some cases, a long delay will mean that we will not be able to 
consider the matter at all. 
 
If someone is complaining on your behalf, we need you to tell us in writing that 
they are acting for you. 
 
We will consider adjustments to our processes for people with protected 
characteristics such as hearing or sight impairments, language difficulties or other 
specific needs. If this applies in your case, please let us know what adjustments 
would assist you. 
 
If you need any information in a different or more accessible format that we might 
not have thought of, or you require reasonable adjustments to support you with 
provide feedback or making a complaint please don’t hesitate to contact us at 
admin@pipacampaign.com.  
 
How will my feedback / complaint be handled? 
Depending on the nature of the feedback / complaint we will either respond 
directly to your concerns, or we will undertake an investigation to understand more 
about what has happened. Either way all feedback and complaints we receive will 
be logged and will be acknowledged within 10 working days. We aim to provide a 
full reply to all complaints within 20 working days. If we need longer – we are a 
majority part-time team – we will tell you why and when we expect to make further 
contact. 
 
If you are not happy with the way that we have dealt with your complaint, please let 
us know within 30 calendar days of our response. 
 
A visual of our process can be seen here in this flow diagram: 
 

mailto:admin@pipacampaign.com
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Vexatious complaints 
PiPA may consider appropriate action where a complainant’s behaviour is assessed 
as abusive, unreasonably persistent, or vexatious, or where it impacts PiPA’s ability 
to investigate their complaint effectively or the complaints of others. 
If a complainant seeks to revisit an issue that has already been fully considered 
through PiPA’s complaints procedures, they will be advised in writing that the 
process has been completed and that the matter is now closed. 
 
Not satisfied with our response? 
If you cannot resolve your issue with us, you may wish to refer your complaint to 
the appropriate regulatory body: 
 

• If you have an unresolved complaint about PiPA's fundraising approach, you 
can contact the Fundraising Regulator.  

 
• If you have an unresolved serious complaint about our activity as a Charity, 

you can contact the Charity Commission via their online complaints form  
 

• If your complaint is about how we handle your data you can either contact 
our Data Protection Officer or the Information Commissioner’s Office (ICO) 

 

https://www.fundraisingregulator.org.uk/
https://forms.charitycommission.gov.uk/
https://forms.charitycommission.gov.uk/raising-concerns/
mailto:admin@pipacampaign.com
https://ico.org.uk/make-a-complaint/
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• If you have an unresolved complaint about PiPA's advertising approach You 
can raise the complaint with the Advertising Standards Agency 

 
Or you may wish to seek support from a third party to help you, these can include: 
 

• A trade union, e.g. 
o Equity 
o BECTU 
o Musicians Union 

• Advisory Conciliation and Advisory Service (ACAS) 
• Equality Advisory and Support Service (EASS) 
• Citizens Advice 

 
Your Personal Information 
PiPA is committed to protecting your personal information and being transparent 
about what information we hold about you. We use your information in accordance 
with all applicable laws concerning the protection of personal information. For 
more information, take a look at our Privacy Policy. 
 
Complaints will be investigated in confidence, only involving those whose views are 
necessary to establish what has happened.  Further information or evidence may 
be sought from you as part of the investigation. 
 
If you use our complaints procedure, you are agreeing that we can use some of the 
personal information you send us for purposes connected with your complaint as 
follows: 
 

• Using your details so that we can contact you with regards to your complaint 
• Passing on details of your complaint to relevant members of staff so that the 

complaint can be investigated 

• Any reports of fraud or criminal activity will be treated very seriously and 
where appropriate, we will involve the police. In such an instance, we would 
consult with you first before sharing your personal information 

https://www.asa.org.uk/make-a-complaint.html
https://www.equity.org.uk/about-us
https://bectu.org.uk/
https://musiciansunion.org.uk/
https://www.acas.org.uk/
https://www.equalityadvisoryservice.com/
https://www.citizensadvice.org.uk/
https://pipacampaign.org/privacy-policy/
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