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Complaints Procedure
Sample document: replace in the admin area

Making a complaint
Complaints can be made in person, by phone, WhatsApp, email or through our website. Someone else
can complain on your behalf.

Acknowledgement
We acknowledge every complaint within 2 working days and confirm who is handling it.

Stage 1
A manager investigates and responds in writing within 10 working days.

Stage 2
If you remain dissatisfied, a senior manager or director reviews the complaint and responds within 20
working days.

Taking it further
After our process is complete you may be able to contact the relevant Ombudsman or the local
authority. We will explain which applies to you.
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