1. Definitions

1.1 In this Complaintg
meanings:
“Appeal”

“Appeal Handler”

“Business Day”

“Complaint”

[“Complaints Form”]

“Complaints Policy”

“Complaints Procedure

“Complaint Reference”

[“External Resolution”]

“Level One”
“Level One Complaint

Handler”

“Level Two”
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expressions have the following

escalate a Complaint from
ee if you are not satisfied
el Two;

of <<insert business
<insert level>> who will
plaints;

than Saturday or Sunday)
ks are open for their full
SS in <<insert location>>;

about [goods] AND/OR
insert business name>>,
service, or about our
bcontractors];

omplaints form, available
5)>>1]

complaints  handling
pusiness name>> which is
ng a Complaint and is
rt location(s)>> for your

ode assigned to your
pbe used to track your

bf your Complaint to an
sation for resolution if you
the outcome at Level

n our complaints handling
your Complaint will be
b Complaint Handler;

of <<insert business
<insert level>> who will
plaints;

tage  in our  complaints
Her which you may appeal
el One Complaint. Your
andled by Level Two

e Business)



2.

“Level Two Complaint

of <<insert business

Handler” <insert level>> who will
plaints;
“Level Three” al stage in our complaints

Purpose of this Complai

2.1

2.2

What this Complaints Po

3.1

3.2

3.3
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fder which you may appeal
el Two Complaint. Your
ed by an Appeal Handler.

<<lInsert business
from our customer
[services], our ¢
[subcontractors], ng
also want to learn
experience in the f

encourages feedback of all kinds
laint about our [goods] AND/OR
hbout our employees [agents]
bolve it to your satisfaction but we
rove our business and customer

It is our policy to re
recourse to formal
this Complaints Pol

2.2.1 To provide {
make a Cd

and fairly, where possible without
bodies. In particular, the aims of

e for any customers who wish to
business name>>, our [goods]
Service, or about our employees

or with <<insert business name>>
de by our customers;

2.2.2 Toensuret

2.2.3 To ensure t
timely fashig

andled equally and in a fair and

2.2.4 To ensuret
used in the f

is gathered from Complaints and
ation arising again.

This Complaints Pd
of services] by <<i
employees [agents

of goods] AND/OR [the provision
0 our customer service and to our

For the purposes of
name>> also includ

hny reference to <<insert business
s] [subcontractors].

Complaints may re
limited to):

3.3.1 The quality
business na

3.3.2 The behavi
[agents] [su

3.3.3 [Delays, def
by <<insert

ies and may include (but not be

ou have received from <<insert

competence of our employees

hssociated with the sale of goods
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3.4

4, Making a Complaint

4.1

4.2
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3.3.4

3.35

The following are
directed to the appr

34.1
3.4.2

3.4.3
3.4.4

3.4.5

All Complaints, wh
customer service,
made in one of the

41.1

4.1.2

41.3

4.1.4

When

information in as m

42.1

4.2.2

4.2.3

424

4.2.5

4.2.6

[Delays, def
the provisio

or other problems associated with

husiness name>>;]
<<Insert adg ve as appropriate>>.

mplaints and should therefore be
artment:

AND/OR [services];

orrect or unwanted goods for
e with [my] OR [our] <<insert
and Conditions>> where there is

General qug

[Returns of
exchange
document e

no further cg
Matters cong er legal disputes;

Formal req
applicable Ig

f information, for example, under
<<Insert adq Ve as appropriate>>.

[goods] AND/OR [services], our
nts] [subcontractors], should be

[In writing,
address>>;]

ame and/or position>>, <<insert

[By email, 3
email addres

me and/or position>> at <<insert

[Using our
the form;]

ing the instructions included with

<insert telephone number>> [and
choosing op hen prompted.]]

making a equired to provide the following

y possible:

Your name, ber and email address (We will

contact you tact method as your Complaint is
handled);

If you are behalf of someone else, that
person’s na well as your own;

If you are
<<insert refd

pout a particular transaction, the
number, invoice number etc.>>;

If you mak
[subcontract
that employd

Further detd
dates, event

a particular employee [agent]
d, where appropriate, position of

luding, as appropriate, all times,

Details of a
support of yd

evidence you wish to rely on in

e Business) 3



5. How We Handle Your Co

5.1

5.2
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4.2.7 Details of
resolve you
we will mak
we are not
contractuall

sert business name>> to do to
ngs right. (Please note that whilst
t to accommodate such requests,
n beyond that which we may be
ped to take.)

4.2.8 <<lInsert add ove as appropriate>>.

<<Insert business
procedure. Followi
Complaints to your
Two or Level Threg
escalate your Com
Level Two your Co
will be handled by
of trustees etc.>>.
Complaints may prd

hree-stage complaints handling
dure, our aim is to always resolve
b without further recourse to Level
at the end of Level One, you may
ou are not satisfied at the end of
d to Level Three at which point it
gement, board of directors, board
isfied at the end of Level Three,
tion as detailed below.]

Level One:

5.2.1 Upon receif
above in Se
complaints |
of it in wri
Reference.

5.2.2 When we a(
details of yo
position>> tg

he <<insert position>> identified
plaint in our <<insert location, e.g.
c.>> and will acknowledge receipt
riod>>, giving you a Complaint

ur Complaint we will also provide
andler. This may be the <<insert
plaint was directed (as above) or

your Compl4 nother appropriate member of our
team.

5.2.3 If your a specific employee [agent]
[subcontract informed of your Complaint and

given a fj
communicat
in question
Handler and
[agent] [sub
while we arg

Dpportunity to respond. Any
employee [agent] [subcontractor]
via the Level One Complaint
you do not contact the employee
Hirectly concerning the Complaint

5.2.4 If we requirg
One Complg
possible to &
any such inf
complaints
provide suc
to proceed
further infor
successful r¢

5.25 We aim to
however in
nature, this
you will be i
reasons for

or evidence from you, the Level
you as quickly as is reasonably
u use reasonable efforts to supply
ckly in order to avoid delaying the
pu are for any reason unable to
we will use all reasonable efforts
b be aware that we will not ask for
S we consider it important to the
nt.

plaints within <<insert period>>,
if your Complaint is of a complex
his is not possible for any reason
 likely length of the delay and the

e Business) 4



5.2.6 At the concl
the outcomd
our conclus
result. You
and escalats

53 Level Two:

5.3.1 If you are n blution of your complaint at Level
One, you m plaint be escalated to Level Two
within <<ing r Complaint will be handled by
<<insert staf level members of our team.

bmplaints procedure, regardless of
th full details of our investigation,
tion, and any action taken as a
your right to appeal our decision
WO.

5.3.2 Escalation r¢ jinal Complaint Reference, should
be directed laint Handler who will forward the
request to & b Complaint Handler. Receipt of
escalation ledged in writing within <<insert
period>>. eceipt of your escalation request
we will also vel Two Complaint Handler.

5.3.3 If your a specific employee [agent]
[subcontract e informed of your Level Two
Complaint opportunity to respond. Any
communicat employee [agent] [subcontractor]

in question
Handler and
[agent] [sub
while we arg

via the Level Two Complaint
you do not contact the employee
Hirectly concerning the Complaint

5.3.4 If we requirg
Two Compl
possible to &
any such i
delaying thg
unable to
reasonable ¢
we will not a
important to

5.3.5 We aim to
however in
nature, this
you will be i
reasons for

5.3.6 At the concl
the outcoms
our conclus
result. You
and escalate

54 Level Three:

5.4.1 If you are n
Two, you m
the Complai
<<insert levg
etc.>>.

or evidence from you, the Level
you as quickly as is reasonably
u use reasonable efforts to supply
to us quickly in order to avoid
bcess. If you are for any reason
n or evidence we will use all
it, however please be aware that
or evidence unless we consider it
of your Complaint.

plaints within <<insert period>>,
if your Complaint is of a complex
his is not possible for any reason
 likely length of the delay and the

bmplaints procedure, regardless of
th full details of our investigation,
tion, and any action taken as a
your right to appeal our decision
hree.

blution of your complaint at Level
ithin <<insert period>>, and have
ee where it will be handled by our
ard of directors, board of trustees
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5.4.2 Appeals, q omplaint Reference, should be
directed to int Handler who will forward the
request to a ndler. Receipt of Appeals will be
acknowledgt <insert period>>. When we

acknowledgy e will also provide details of your

5.4.3 If your a specific employee [agent]
[subcontract formed of your Appeal and given
a further opy communication between you and
the employsd r] in question should take place
only via the b respectfully ask that you do not
contact the bcontractor] in question directly
concerning { e working to resolve it.

5.4.4 If we requirg
Handler will
it. We as

or evidence from you, the Appeal
is reasonably possible to ask for
hble efforts to supply any such

information ly in order to avoid delaying the
complaints pu are for any reason unable to
provide suc we will use all reasonable efforts
to proceed b be aware that we will not ask for

further infor
successful r

5.45 We aim to
however in
nature, this
you will be i
reasons for

5.4.6 At the cond
outcome, Wq
conclusions
Our decisio
External Res

5.4.7 [[As we are
appropriate
organisation
Resolution ¢
satisfied wit

S we consider it important to the
nt.

plaints within <<insert period>>,
if your Complaint is of a complex
his is not possible for any reason
 likely length of the delay and the

ee procedure, regardless of the
Il details of our investigation, our
and any action taken as a result.
[, subject to your right to seek
t].

e are regulated by] OR [<<insert
ection>>] <<insert name of
r, have the right to seek External
that organisation if you are not
mplaint at Level Three.]]

5.5 [External Resolutio

5.5.1 If you are n
Three you
<<insert na

lution of your Complaint at Level
Solution of your Complaint from
br details of complaint and conflict

resolution from <<insert name of
organisation by post at <<insert address>>, by
telephone o ber>>, by email at <<insert email
address>>, { nsert URL>>.]

6. Confidentiality and Data

breto are treated with the utmost
e shared with those employees
PSS name>> who need to know in

6.1 All Complaints and
confidence. Such
[agents] [subcontrg
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order to handle you

6.2 We may ask for yg
personal details r
purposes. If you h
by contacting <<in
above in Section 4.

tails of your Complaint (with your
aining and quality improvement
pn, you may revoke it at any time
pn>>, whose details are provided

6.3  All personal informg (including, but not limited to, your
name and address and held in accordance with the
provisions of UK ( uding but not limited to the UK
GDPR, the Data and the Privacy and Electronic
Communications R r rights thereunder, as set out in
our <<insert docu Notice>> available from <<insert
location(s)>>.

7. Questions and Further In

If you have any question;
Complaints Policy or abou
and position / department
<<insert telephone numbe

mation about any aspect of this
re, please contact <<insert name
ert address>>, by telephone on
rt email address>>.

8. Policy Responsibility and

8.1 Overall responsibil
name>> and the im
department etc.>>.

8.2 This Complaints Po
8.3 This Complaints Po
8.4  This Complaints Pg

Policy within <<insert business
with <<insert name and position /

and updated as required.
sert date>>.

<<insert date>>.

© Simply-docs — BS.COMP.POL.03 Customer e Business) 7



