Marden Village Trust Complaints Procedure

This policy document sets out the procedure for dealing with and resolving complaints against
Marden Village Trust (MVT), it's conduct, administration or procedures.

A. Complaints about the Conduct/Procedures or Administration of MV'T.
If the Lettings Secretary receives a verbal or written complaint about MVT's conduct, procedures or
administration, he/she should seek to deal with the complaint or resolve the matter within 14 days

of receipt.

If the matter is not settled as in paragraph above, the complainant may put the complaint in writing
to the Chair of the MVT. He/she will attempt to resolve matters within 14 days.

If a complaint is resolved as at paragraphs 1 and 2 above, the Lettings Secretary or the Chair of the
MVT will report the complaint and the resolution to the next MVT Trustees meeting.

If the complaint is not settled, then it should be placed on the agenda for the next meeting of the
MVT Trustees. The Lettings Secretary will notify the complainant of the date of the meeting and
offer the complainant an opportunity to explain the complaint verbally.

B. Complaints about the Behaviour of a Trustee by another Trustee

If the Lettings Secretary receives a written or verbal complaint about a Trustee's conduct from
another Trustee, he/she should seek to deal with the complaint or resolve the matter within 14 days

of receipt.

As soon as possible after a decision is made, it and any action that will be taken should be notified
to the complainant in writing.

C. Complaints — General

If there are serial facetious, malicious or vexatious complaints from a member of the public, the
MVT will consider taking advice from the Charity Commissioners or a solicitor before responding
formally to the complainant.

The MVT shall only defer dealing with a written complaint, whether made about the MVT or a
Trustee if it considers that advice is required on a matter of practise or law. The complainant will be

informed of such delay and of the date of the next meeting at which the complaint will be dealt
with.
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