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COMPLAINTS

PROCEDURE

Updated May 2011
HVDA’s Aims

HVDA aims to provide its members, organisations and individuals with the best possible service.

However, we recognise that from time to time there may be occasions when users of our services feel that the quality or level of service provided fall short of what they could reasonably expect.

Your continued custom and goodwill is greatly valued by us and therefore if you have a complaint to make, we would like you to tell us about it.

This procedure is intended for use by organisations and individuals who use HVDA’s services.  In most cases, the more specific procedures will be used.

This is what you should do if you have a complaint:

1.
We hope you will discuss the complaint fully with the person concerned, or with the senior staff person in their department.  We believe that in most cases this should be sufficient to sort the matter out.

2.
If you still feel you are not satisfied, you should make a complaint, by telephone or in writing, to the Manager who will acknowledge in writing within seven days the receipt of any complaint.

This is what HVDA will do:

3.
The Manager will – in consultation with the Chair of the Board, undertake to investigate the circumstances leading to the complaint.

4.
The Manager will communicate the results of the investigation to the complainant within a reasonable time – normally 21 days.  If the complaint is found to be justified, HVDA will agree any necessary further action with the complainant.

5.
If dissatisfied with the results of the enquiry, the complainant has the right to put their case to a sub groups the Board.  If they wish to do this, the Manager will arrange for a special meeting of at least three Board members chaired by either the Chair or the Vice Chair.  The complainant may be accompanied by a friend/colleague if they wish.

6.
If the complaint is found to be justified, HVDA will agree any necessary further action with the complainant.  If the Board does not consider the complaint justified, they will provide the complainant with their reasons for this in writing.

7.
The HVDA Manager will keep the Board informed of the number and nature of complaints and the outcomes.
 

If you have a complaint, contact:

The Manager

HVDA

Rockhaven

36 Victoria Road

Hartlepool

TS26 8DD

Telephone: 01429 262641
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