
 

Complaints Policy and Procedure 
 

 
 

It is the ELAA’s intention to put plot holders first.  

 

• We aim to do our best to ensure that all plot holders have a successful 

and enjoyable experience. We are committed to continuous improvement.  

 

• We recognise, however, that sometimes mistakes can occur and things 

may not be done as well as they should.  

 

• We are committed to ensuring that any complaints made by plot holders 

are dealt with fairly and effectively to the best of our ability and within our 

resources. 

 

• Complaints from members of the public shall be subject to these 

provisions 

 

• Issues where the Committee has formally raised a breach of Rules or 

Policies with a plot-holder cannot be the subject of a “complaint” from the 

plot-holder; it does not prevent the plot-holder from replying to the 

alleged breach. 

 

We recognise that constructive complaints can be used actively to improve 

performance.  

 

If you have a complaint: 

 

1. First raise the matter with any member of the Committee, who will do 

their best to resolve the issue. This may be raised on either a formal basis 

(in which case other members of the Committee may be involved) or on 

an informal basis (in which case the matter will remain between the two 

parties). 

 

2. If your chosen Committee member is unable to deal with the matter to 

either your or their satisfaction, they will inform the whole of the 

Committee, and the issue will be dealt with as a formal complaint. The 

Committee are required to discuss the matter at the next available 

Committee meeting, and to reply in writing (which includes email) both 

with outcome and reasoning. 

 

3. Should a member of the public approach a member of ELAA with a 

complaint, the complaint shall be referred to the Chair who shall 

determine the next steps to be taken. 

 



 

This policy to be reviewed every 4 years. 

  


