
Complaints Handling Procedure – Events

1.1 Introduction

This document contains information regarding the official complaints procedure. This document 

applies specifically to any complaints made against Montalto Estate. In relation to this document, a 

complaint will be considered as negative feedback where the complainant requires an official 

response to their feedback from the team, rather than simply wishing to informally express 

dissatisfaction.

1.2 Complaining onsite at an event

If you would like to discuss an issue or complain to Montalto Estate whilst onsite at an event, 

Montalto staff will record information regarding the complaint upon receipt to ensure complaints 

are responded to promptly and that relevant information is captured to assist with business 

improvement.

As events can be particularly busy for all team members involved then it can prove difficult to set 

aside the necessary time to fully investigate and deal with a complaint there and then. It is with 

respect to this that we wish to capture information and address the matter, giving it the time it 

deserves, thus hopefully leading to an appropriate outcome for the complainant.

For full details of how we handle data and information, please view our Privacy Policy online.

If a problem arises onsite, a member of the team will attempt to resolve this as quickly as possible 

to minimise any conflict or distress. If immediate resolution is not feasible, they will record the 

complaint and let you know what action they will be taking to investigate it. If at all possible, it is 

best to ask to speak with a manager or supervisor.



Depending on the nature of the complaint, it may be referred to senior management or escalated 

as appropriate. The complainant will be kept updated with any progress in any investigations and 

you will be advised when the complaint is considered closed, explaining any rationale used in the 

decision-making process.

1.3 Complaining offsite

Complaints may be communicated to Montalto Estate via the following methods;

E-mail: info@montaltoestate.com

Post:

Operations Director

Montalto Estate

Ballynahinch

Co. Down, NI

BT24 8PX

mailto:info@montaltoestate.com

