Complaints Policy
Introduction
Wild Mane Wilderness & Equine Therapeutic Centre is committed to providing a high standard of service. We welcome feedback, including complaints, as this helps us improve. We take all complaints seriously and aim to resolve them quickly, fairly, and in confidence.
Legal Framework
This policy is guided by relevant UK legislation, including:
· The Equality Act 2010
· The Data Protection Act 2018 (GDPR)
Definition
At Wild Mane, we do our best to make sure everyone has a positive experience. If you’re ever unhappy about something, please let us know. You can speak to us at the time, or if it’s not resolved, you can put your complaint in writing by email to the Director/Lead. We will look into it and do our best to resolve the issue as quickly and fairly as possible.
Responsibilities
· Director: Ensures all complaints are logged, investigated, and resolved.
· Volunteers/Staff: Report any complaints received to the Director.
· Complainant: Provides clear details to help resolve the complaint.
Complaints Procedure
1. Informal Resolution: Where possible, complaints should be raised at the time with the person involved, to try and resolve the issue immediately.
2. Formal Complaint: If unresolved, the complaint should be submitted in writing (via email) to the Director at hello@wildmane.org 
3. Acknowledgement: Complaints will be acknowledged within 5 working days.
4. Investigation & Outcome: The Director will review the complaint, speak to those involved, and respond with an outcome as quickly as possible, normally within 20 working days. We will do our best to resolve the issue.
Confidentiality
All complaints will be handled sensitively. Information will only be shared where necessary to investigate and resolve the issue.
Monitoring and Review
Complaints are recorded and reviewed regularly to identify trends and improvements. This policy will be reviewed annually.
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