
 

 

 

 

COMPLAINTS PROCEDURE 

 

Musical Keys aims to provide high quality services which meet your needs.    

 

This document has been agreed by the Trustees and outlines the series of actions and the manner in 

which they will be conducted including the steps and timescales involved in the investigation should a 

service user wish to raise a formal complaint about any part of Musical Keys’ services. 

 

All complaints will be recorded to enable Musical Keys to review and improve its services. 

 

For the purpose of this procedure:  

• a complaint is an expression of dissatisfaction about the standards of service provided by 

Musical Keys, which an individual user or a group of users claim has affected him, her or them. 

 

• a user is anyone who uses or benefits from Musical Keys’ services or facilities, whether 

provided on a voluntary basis or as a contractual service. 

 

Complaints Procedure 

 

1. We have appointed Ed Maxfield, CEO, to deal with complaints. If you have a question or if you 

would like to make a complaint, please do not hesitate to contact him. 

 

2. If you have initially made your complaint verbally – whether face-to-face or on the telephone 

– please also make it in writing, either to The Chief Executive, Musical Keys, Martineau 

Memorial Hall, 21 Colegate, Norwich NR3 1BN or by email to ed@musicalkeys.co.uk 

 

3. Once we have received your written complaint, the CEO will contact you in writing within 

seven working days. At this stage we will give you our understanding of your case. We will also 

invite you to make any further comments that you may have in relation to this to include what 

you would like to see as an outcome of your complaint. 

 

4. Within twenty one days of receipt of your written summary, the CEO will write to you, to 

inform you of the outcome of the internal investigation into your complaint and to let you 

know what actions we have taken or will take. 

 

5. If you are dissatisfied with any aspect of our handling of your complaint or the outcome of our 

internal investigation, feel free to contact The Board of Trustees who will conduct a separate 

review of your complaint and contact you within twenty one days to inform you of the 

conclusion of this review.  This is the final stage of Musical Keys’ Complaints Procedure and in 

the event you remain dissatisfied then you should consider contacting the Charity 

Commission. More details about the Charity Commission’s role in handling complaints can be 

found online at: https://www.gov.uk/complain-about-charity 

 

This Complaints Procedure will be reviewed annually by the Trustee Board. 


