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When you have completed this form, please place it in an envelope marked ‘Confidential – for the immediate attention of the Manager’ and send it to: [insert name and address of organisation here].
COULD WE HAVE SERVED YOU BETTER?

Introduction

This organisation aims to provide a high quality service. If you are not happy with any part of the service that we provide, please let us know and we will try to put things right. We aim to listen to your views and resolve problems as quickly and informally as possible. We hope to learn from any mistakes and use your feedback to help us improve our services. If you wish to make a complaint, please read the following procedure.

Informal Stage 

Please ask to speak to the manager of the service. He or she may not be available straight away, but will make time to speak with you as soon as possible.

Formal Stage

If you are dissatisfied with the explanation given or the action taken and you would like to make a formal complaint, please complete the form in this leaflet. Please place the completed form in an envelope marked ‘Confidential – for the attention of the Manager’ and send it to [insert name and address of organisation here]. If you need help with this, please ask any member of staff.

The Manager will aim to acknowledge your complaint within 3 working days (if the Manager is unavailable, your complaint may be handled by another member of staff).

The Manager may need to speak with you to find out more about your complaint. He/she may also need to speak to any members of staff involved. Your complaint will be investigated and you can normally expect to be notified of the decision within 3 weeks of the date on which your complaint was acknowledged. 

Appeal Stage

If you are not satisfied with the decision, or with the way your complaint was handled, you should write to the Chair of the Management Committee, explaining why you are dissatisfied. Please mark the envelope ‘Confidential – for the attention of the Chair of the Management Committee’ and send it to [insert name and address of organisation here]. The Chair will arrange a meeting between yourself and an Appeal Panel, consisting of two other members of the Management Committee and an independent person. This meeting should take place within 3 weeks of the date when you expressed your wish to pursue your complaint to this final stage.

You will have the opportunity to put your case directly to the Appeal Panel and call any witnesses. You may wish to bring a friend or relative to support you. The Appeal Panel will decide how to resolve your complaint and you can expect to be notified of the decision within 5 working days of the meeting.

The decision of the Appeal Panel will be final.

COMPLAINT FORM

Name: 


Address:




Telephone: 


Date when incident occurred:


Details of complaint:


















(Please continue overleaf…)










