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Complaints, feedback & compliment procedure
Correspondence can be sent:

Via email to: gopi3ks@yahoo.com

Via letter to: Chair of GoPI3Ks, 8 Bolton Avenue, Accrington, Lancashire, BB5 6HN

Compliments & feedback:

Any compliments and/or feedback will be sent to the chair trustee and any reply will be sent within 5
working days of receipt.

Complaints:

A complaint is defined as a statement of dissatisfaction from a service user or users of the service
provided by the charity and the effect this had upon its user/s.

Any complaint that is received from any of our service users will follow a two-step process.

1. Stage one:

The initial complaint, feedback or compliment will be handed over to the chair trustee as the first port
of call.

At this stage the ‘chair’ will aim to respond with an acknowledgement of the complaint, feedback or
compliment within 5 working days.

If the correspondence is a complaint, the ‘chairs’ response will set out for the complainant that the
complaint has been received and that we (GoPI3Ks) will aim to respond to the complaint within 20
working days. Here the ‘chair’ would also ask what the complainant wants as an outcome.
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Dependent upon the type of complaint there may be some type of redress that is needed, such as an
apology to the complainant, an explanation of how we aim to address the matters brought to our
attention (this could be in the form of changes being made to policies or procedures) or in more
serious cases financial reimbursement.

If however the complainant isn’t happy with the response from the ‘chair’ then this may need to be
escalated to the next stage.

2. Stage2:

The next stage is to refer the complainant to the local Community Voluntary Service:
http://hrvecvs.org.uk/contact/ This service will allow the complainant to speak to a neutral
individual/group about their concerns.
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