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1. Policy Statement 
The National Conference Centre is committed to delivering exceptional customer service 

and high standards across all conferences, meetings, exhibitions, weddings and events. We 

welcome feedback and view complaints as an opportunity to improve our services, facilities 

and customer experience. All complaints will be treated seriously, fairly and confidentially. 

2. Purpose 
This policy establishes a clear and transparent process for receiving, investigating, 

responding to and learning from complaints raised by clients, delegates, visitors, exhibitors, 

wedding couples, suppliers and members of the public. 

3. Scope 
This procedure applies to complaints relating to venue hire, event delivery, customer 

service, catering, facilities, accessibility, website enquiries, sales processes, suppliers and 

any service provided directly by the National Conference Centre. 

4. Our Commitments 
We will acknowledge complaints promptly; investigate concerns impartially; communicate 

clearly throughout the process; protect personal information; seek fair and reasonable 

resolutions; and use feedback to improve our services. 

5. Making a Complaint 
Complaints may be submitted by email, telephone, post or in person. To assist our 

investigation, complaints should include the complainant’s name, contact details, event or 



booking reference (if applicable), details of the concern, relevant dates and any supporting 

evidence. 

6. Contact Details 
Dan Powell 

Venue Manager 

National Conference Centre 

Coventry Road 

Bickenhill 

Solihull 

West Midlands 

B92 0EJ 

 

Email: danp@nationalconferencecentre.co.uk 

Telephone: 0121 704 2784 

Website: www.nationalconferencecentre.co.uk 

7. Complaint Handling Process 
Stage 1 – Acknowledgement: Complaints will normally be acknowledged within five 

working days. 

 

Stage 2 – Investigation: A manager will review the complaint, gather information, speak to 

relevant staff members and assess whether service standards were met. 

 

Stage 3 – Response: A written response will normally be issued within ten working days of 

acknowledgement. If additional investigation is required, the complainant will be advised of 

the revised timescale. 

 

Stage 4 – Resolution: Where appropriate, resolutions may include an explanation, apology, 

corrective action or service improvement measure. 

8. Escalation Procedure 
If a complainant remains dissatisfied, they may request a review by senior management 

within 14 days of receiving the response. Senior management will review the complaint and 

provide a final written decision. 

9. Confidentiality and Data Protection 
All complaints will be handled in accordance with applicable data protection requirements. 

Information will only be shared with individuals directly involved in investigating or 

resolving the complaint. 



10. Unreasonable or Vexatious Complaints 
The National Conference Centre reserves the right to limit correspondence where 

complaints are abusive, threatening, offensive, repetitive without new information or 

intended to harass employees. 

11. Accessibility 
This procedure is available in alternative formats upon request. Reasonable adjustments 

will be made to ensure all individuals are able to raise concerns and receive responses. 

12. Learning and Continuous Improvement 
Complaint trends and outcomes will be reviewed by management to identify recurring 

issues, training requirements, operational improvements and opportunities to enhance 

customer satisfaction. 

13. Publication 
This policy is publicly available and may be published on the National Conference Centre 

website to ensure transparency for all customers and stakeholders. 
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