
[image: image1]

Ability Shetland Complaints Procedure

1.  Scope and Purpose

Ability Shetland aims to provide high quality services which meet your needs. We believe we achieve this most of the time: if we are getting it right please let us know.

We try to get things right but occasionally we fall short of expectations. If something is not resolved to your satisfaction you have the right to make a complaint. 

2.  Complaint Handling

In order to ensure our services, remain at a high and improving standard, we have a procedure by which you can inform us of any complaint.
Your complaint will be: - 

· dealt with as quickly as possible 

· handled fairly and politely; and 

· investigated fully 

If you are not happy with Ability Shetland please tell us

· by letter 

· by phone 

· in person 

· by email 

· on behalf of someone else
3. The COMPLAINTS PROCEDURE has three stages:

Stage 1: First Informal Complaint
If you are unhappy about any Ability Shetland service, please speak to the relevant, Club Leader, Field Worker, or Team Leader.
If you are unhappy with an individual in Ability Shetland sometimes it is best to tell him or her directly. If you feel this is difficult or inappropriate then speak to the Club Leader. They will try to resolve the matter immediately and informally.  Often, we will be able to give you a response straight away. When the matter is more complicated, we will give you at least an initial response within five working days.
Stage 2: Formal Complaint

If you wish to proceed, you will need to put your complaint in writing addressed to the Team Leader. If the complaint involves the Team Leader, you may address it directly to the Trustees. All formal written complaints will be logged and acknowledged in writing within 5 working days and we will aim to resolve the complaint within 10 working days.
If this target of 10 days cannot be met, you will be informed of the delay, the reason for the delay, and the new target for responding. 

Stage 3:  My complaint has been investigated but I am still not satisfied
If after we have responded you are not satisfied, please write to the Chair who will report the matter to the next Trustees meeting, which will decide on any further steps to resolve the situation.
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