
Events	at	QMUL	Complaints	Procedure  
 
We	are	commi*ed	to	providing	a	high	quality	service	to	
all	our	guests.	When	something	goes	wrong	we	would	
like	to	hear	from	you;	this	will	help	us	improve	our	
standards.	

What	is	a	complaint?  

We	are	confident	that	most	issues	involving	our	services	
will	be	rela>vely	minor,	everyday	ma*ers	which	can	be	
resolved	informally	and	immediately	with	the	person(s)	
directly	concerned.	Where	a	problem	is	not	resolved	by	
informal	means	or	is	too	serious	to	be	dealt	with	
informally,	then	a	formal	procedure	is	available.	

We	keep	a	record	of	all	complaints	registered	with	us	as	
this	enables	us	to	iden>fy	areas	of	weaknesses	so	we	
can	put	things	right	and	improve	the	service	provided.	
All	complaints	are	registered,	monitored	and	reviewed	
by	the	relevant	Senior	Manager.  

Our	aim	is	to	ensure	that:  

1.	 Making	a	complaint	is	as	straight	forward	as	
possible.	

2.	 We	deal	with	complaints	promptly,	politely	and	
in	an	appropriate	manner.	

3.	 We	consider	a	complaint	as	any	clear	expression	
of	dissa>sfac>on	with	our	service,	which	
requires	a	response.	

4.	 We	take	all	complaints	seriously,	whether	made	
in	person,	by	telephone,	by	le*er	or	by	e-mail.	

5.	 We	evaluate	complaints	and	use	them	to	
con>nually	improve	the	service	we	provide.  

How	can	you	complain? 

If	you	are	unhappy	with	any	aspect	of	the	service	we	
provide	then	you	should,	in	the	first	instance,	contact	
your	QMUL	Events	Manager	who	will	do	everything	they	
can	to	resolve	the	issue	quickly.	

If	you	don’t	feel	the	issue	has	been	resolved	by	the	
Events	Manager,	then,	please	e-mail	us	at:		
feedback@qmhospitality.co.uk		  

 
A	member	of	the	Events	team,	will	then	send	you	a	
Complaints	Form	and	ask	you	to	complete	the	form		
and	return	it	to	the	Events	Office.  

Formal	wri*en	complaints	must	be	received	within	10	
days	of	the	incident	occurring	or	within	10	days	of	your	
previous	communicaDon	with	a	member	of	the	Events	
team.	

What	should	the	formal	complaint	include?  

•	 Your	name,	organisa>on,	event	>tle	and	event	
reference	number.	

•	 Your	contact	details	e.g.	mobile	phone	number	
and	e-mail	address.	

•	 A	clear	and	concise	explana>on	of	what	you	
found	unsa>sfactory	and	why	you	feel	this	is	
unacceptable.	

•	 Any	relevant	facts/details	regarding	the	incident.	
•	 A	statement	of	how	you	feel	the	situa>on	could	

be	resolved	to	your	sa>sfac>on.	

What	will	happen	next?  

1.	 A	member	of	the	team	will	communicate	with	
you	to	acknowledge	your	complaint	and	set	out	
our	understanding	of	the	issues	you	are	
concerned	about.	We	will	also	let	you	know	the	
name	of	the	person	who	will	be	dealing	with	
your	complaint.	You	can	expect	to	receive	an	
acknowledgement	to	your	complaint	within	48	
hours	of	us	receiving	it.	

2.	 We	will	record	your	complaint	in	our	central	
register	and	keep	a	file	of	all	correspondence.	

3.	 We	will	then	inves>gate	your	complaint.	A	
wri*en	response	will	be	provided	within	five	
working	days.	

4.	 We	may	request	to	meet	with	you	to	discuss	the	
complaint.		

5.		 If	you	are	not	sa>sfied	with	the	outcome	of		
your	complaint,	you	will	have	the	opportunity	to	
escalate	the	issue	to	a	senior	manager.	

In	order	to	inves>gate	your	complaint	fully,	any	member	
of	staff	men>oned	in	the	complaint,	or	who	is	
responsible	for	a	service	that	you	have	complained	
about,	will	be	made	aware	of	the	issues	you	have	raised	
and	will	be	given	an	opportunity	to	comment	on	them.	
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