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FEEDBACK AND COMPLAINTS POLICY 

 

Our Commitment 

Theatre Royal are committed to providing a high standard of service and to engaging openly 

and respectfully with our audiences, patrons and the general public. We welcome all 

feedback—positive and negative—as an opportunity to learn, improve and uphold best 

practice. 

We aim to ensure that:  

• It is easy and accessible to provide feedback or make a complaint  

• All complaints are treated seriously, fairly, professionally, and confidentially 

• Complaints may be made in person, by phone, email or in writing  

• We respond promptly, politely and appropriately  

• We provide explanations, and details of any action taken  

• Feedback and complaints are recorded and reviewed to support ongoing 

improvement, and held securely for up to one year 

Making a Complaint 

If you have feedback or a complaint about any aspect of our work, please contact us in the 

first instance by phone or email, and your message will be sent onto the appropriate 

department. 

Phone:  051 874402 

Email:  frontofhouse@theatreroyal.ie 

Please provide as much detail as possible and let us know how you would like us to 

respond, including relevant contact details. 

Complaints will be handled by the appropriate manager or department, in consultation 

with relevant staff where necessary. 

What Happens Next 

• Complaints made in person or by phone will be addressed, where possible, at the 

time they are raised 
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• Emailed complaints will be acknowledged within 7 days 

• We aim to resolve all complaints within 21 days (or sooner where possible) 

• If resolution is not possible within this timeframe, we will explain why and provide 

an updated response date 

All complaints will be logged and monitored, and are reviewed at management or board 

level to help improve our services. 

If You Are Not Satisfied 

If you are unhappy with the response to your complaint, you may request that it be 

reviewed by senior management or escalated to board level. A response following this 

review will be issued within two weeks. 

Standards of Engagement 

We aim to ensure all staff are courteous, professional and helpful. We ask that members 

of the public treat staff with the same respect. Abusive or aggressive behaviour towards 

staff will not be tolerated. 

Accessibility, Equality and Privacy 

We are committed to equality of access and fair treatment for all, in line with equality 

legislation. All personal data will be handled in accordance with data protection and 

privacy legislation. 

 

We value your voice and appreciate the time taken to share your feedback with us. 
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