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The Complaints Handling Procedure

FRONTLINE
RESOLUTION

For issues that are
straightforward and
ezsily resolved, requiring
little or no investigation.
‘on-the-spot’ apology,
explanation, or other
action to resolve the
complaint quickly, in five
working days or less,
unless there are
exceptional
circumstances.

Complaints addressed by
any member of staff or
alternatively referred to
the appropriate point for
frontline resclution.

Complaint details,
outcome and action
taken recorded and used

INVESTIGATION

For issues that have not been
resolved at the frontline or
that are complex, serious or
*high risk'.

A definitive response
provided within 20 working
days. Athoroush
investigation of the points
raised.

Responses signed off by
senior management.

Senior management have an
active interest in complaints
and use information gathered
to improve services.

INDEPENDENT
EXTERNAL REVIEW
(SPSO or other)

For issues that have not
been resolved within
the company.

Complzinants who remain
dissatisfied after an
completad internzlly have
the right to ask the
Maznaging Director to
review their case.

The Managing Director will
assess whetherthere is
evidence of service failure or
A RS
identified internzlfy.

Note: For clarity, the term frontiine resolution’ refers to the first stage of the compiaints
process. It is not intended to reflect any job description within the company; rather it refers to
the process which seeks to resolve complaints as soon as possible.
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Complaints Handling Procedure (Flowchart)

A complaint may be made in person, by
phone, by email or in writing.

STAGE 1 Your first consideration is whether the STAGE 2
FRUNIAINE complaint should be dealt with at Stage 1 INVESTIGATION
RESOLUTION : .
(frontline resolution) or Stage 2

(investigation).

A
Stage 1 - Frontline Resolution / Stage 2 — Investigation \
Always try to resolve the complaint quickly and to 1. Investigate where the complainant is still
the complainant's satisfaction wherever possible. dissatisfied after communication of decision at
P Stage 1.

2. Investigate where it is clear that the complaint
is particularly complex or will require detailed

Qvestigation. /

A 4

A

Provide a decision on the complaint within five
working days unless there are exceptional
circumstances. Send acknowledgement within three working days
| and provide the decision as soon as possible but
within 20 working days, unless there is a clear
reason for extending this timescale.

Is the complainant
satisfied with the

Communicate the

decision? outcome in writing.
Advise the complainant
about the external review
process and are
time limits.

Monthly or Quarterly
* Ensure ALL complaints are

EES recorded
* Report performance and

analysis of outcomes to senior
management

* Make changes to service
delivery where appropriate

* Send complaints

regulatory authorities

as required by them

* Publicise service
improvements.
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