COMPLAINTS POLICY
HOW TO MAKE A COMPLAINT

We aim to give all our customers an excellent service.  However, there are times when things can go wrong.  We have set up our complaints procedure to make sure that we can put things right as quickly as possible, and improve what we are doing.

If you are unhappy with the service we provide please talk to the member of staff who is dealing with you and they will try to give you the necessary information of how to make a complaint. This information ensures that your complaint is taken seriously and can be sorted it out as quickly as possible.  For all complaints please ensure you complete a complaints form.  
A complaints form can be obtained from the _______________ Receptionist.

Within 5 working days we will send you out an acknowledgment and will always tell you who is dealing with your complaint, and what action we are taking to sort it out.  We will normally invite you in to discuss your complaint fully this will normally be done within ten working days of us receiving your complaint.
Complaints form
If you wish to make a complaint about our service please fill in this form




Have you discussed this matter with a member of staff?

If YES, please give their name           


PROCEDURE FOR MAKING A COMPLAINT

Stage 1

If you would like to make a complaint, write to us (using our complaints form).  You will receive an acknowledgement within three working days.  The Centre Manager who is our Complaints Officer will investigate your complaint and will tell you the outcome. This will normally be done within ten working days.

Stage 2

If you are not happy with the outcome of your complaint, your complaint will then be passed to the ___________________________________ Director.  
He or she will investigate your complaint and tell you of the outcome, normally within  a further ten working days (Details available from _______________________address).
Stage 3

If, at this stage you are still unhappy about the outcome, you can appeal by writing to the Chair of the _________ Board, explaining the reason for your appeal.  We will tell you who this is.  He or she will arrange for a Board panel (of three members) to meet and consider your appeal.  The appellant will be required to attend this meeting. We will tell you when our panel is due to meet and when we can expect to tell you about the outcome of your complaint.

Stage 4

If the response of the Board panel is not acceptable, the final outcome will be decided by an independent mediator. At any stage of the appeal the appellant may be accompanied by a friend or representative. In cases where the appeal is upheld, there will be an effective, appropriate response. If the appeal is not upheld, the appellant will be given the reason.

Name:


Company Name:








Address:














Postcode:





Daytime telephone number Home:                                  Work:











YES





NO











Please give details of your complaint.  (Please use an extra sheet if you need to)
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