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CONNECTING THE EVENTS INDUSTRY

COMPLAINTS PROCEDURE

WHO? INVESTIGATION SOLUTIONDETAILS?WHAT?

WHAT IS THE  

COMPLAINT REGARDING?

Have you taken any  direct 

action prior to making this 

complaint with the party 

concerned?

For Example;

•Misleading Publicity 

Statement

•Expectations of a  

customer not matched 

(Exhibitors, Venues  

and organisers)

 •Behaviour /attitude of staff

•Other

•Not/ill-informed about 

industry related issues

For Example;

• Member (Organiser)

• Non Member (Organiser)

• Venue

• Exhibitor

• Other

WHO IS THE  

COMPLAINT AGAINST?
AEO to review proposed 

solution and communicate 

with complainant within 7 

days of receiving proposal 

from the respondent.

Once agreed – AEO to 

action the resolution and 

communicate outcome. E.G. 

Liaise with respondent to 

issue corrective statement.

Complainant to confirm 

that the issue has been  

dealt with efficiently.  

Complaint is closed.

WHO?

When and where did the 

incident occur? (Time, Date 

and Location)

How do you (the 

complainant) think it  

could be corrected? 

What action would you  

(the complainant) like to  

see take place?

AEO to review the 

complaint and its validity. – 

seeking further information 

if necessary. Should further 

action be required  - follow 

to next point below.

AEO to send details of the 

complaint within 7 days to 

the implicated party. Email 

sent to complainant that 

action has been taken.

Respondent is given 7 

days to come back to the 

AEO with a solution to the 

complaint/reason for why it 

took place.

AEO to consider reply and 

ascertain if this  provides a 

resolution for both parties. 


