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Member Complaints
Making a complaint
If a member/member organisation finds that they are dissatisfied with the quality of service we
would encourage them to register a complaint by telephone, email or a letter

Managing complaints
All complaints received are taken very seriously and will be dealt with immediately where possible. If
a complaint cannot be resolved by a staff member immediately then it will be forwarded to the
chairperson or if more appropriate to another director who will provide an initial response within 7
days other than in exceptional circumstances
When investigating a complaint we will:






Gather and analyse all relevant information, clarifying any confusion that may have occurred
Decide on any appropriate action to resolve the complaint
If necessary, discuss the issue face to face
When necessary, will regularly provide updates on the progress of an investigation until the
matter is fully resolved
We will aim to resolve all complaints within 28 days wherever possible

Feedback
We value feedback about your experience of our service. We would encourage all customers to
provide feedback at any time. All such feedback will be treated with the utmost respect and
seriousness
Comments should be sent in the first instance to our Chairperson – chairman@basketballwales.com
Telephone Service
Our staff members are the initial point of contact for enquiries. They will endeavour to respond
promptly and helpfully and always in a professional manner. Where a staff member is unable to
respond to a face to face enquiry directly, they will refer the enquiry to the relevant person. With
regard to telephone contact, all phone messages will be responded to at the first available
opportunity
Letter and Email Correspondence
We will endeavour to acknowledge receipt of all emails within 3 working days except in unusual
circumstances. Where possible a full response to the email enquiry will be supplied within 10
working days. Where possible we will respond to all letter correspondence within 10 working days of
receipt. In the event that an answer can't be sought within the 10 day period, contact will be made
to inform the customer of this and frequent updates will be given until the enquiry has been
resolved.
At times it may be deemed more appropriate to respond to a written enquiry over the telephone
e.g. if staff member needs to obtain further information.
What we expect
To ensure that we are able to provide the best possible service, we expect our members to meet the
following expectations:



Treat all staff members in a polite courteous manner.
Respect the safety, privacy and needs of all other users.




Refrain from using any abusive or aggressive form of language when corresponding with a
member of staff.
Continue to provide feedback as above

Please contact us via the following:
By Mail:
Basketball Wales
C/O 5 Cwrt Rebecca
Pontarddulais
Swansea
Wales
SA4 8JL
By Email:
enquiries@basketballwales.com or Chairman@basketballwales.com
By Phone:
07930367783

