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What should | do to complain informally?

You can make your complaint to the volunteer or paid worker concerned, or to another
volunteer or paid worker, such as the Steering Group member with responsibility for the
helpline. Anyone at SARSVL will be pleased to tell you who is the most appropriate person to
approach about your particular complaint.

We will invite you to explain your concerns or complaints and to let us know the outcome you
might be hoping for. You may like to bring a friend or relative to accompany you if you
choose to complain in person, or else you might prefer to telephone or e-mail us.

We aim to listen to what you have to say, to apologise whenever necessary, and to try to
agree a solution with you. We will try to deal with your informal complaint to your satisfaction
straight away; however, there will be occasions when this may not be possible (for example,
during holiday periods). If there will be a delay in responding to your complaint you will be
told as quickly as possible. If you remain dissatisfied with us or with our response, you should
use the formal procedure outlined below.

What should | do to make a formal complaint?
You may use the formal complaints procedure at any time. You do not have to complain
informally first if you believe that your complaint is too serious for that approach.

Attached to this policy is a basic form, which you may use to make your complaint. If you
would prefer, you may write a letter instead. You should then post your complaint to
SARSVL, marking the envelope clearly “Private and Confidential”. Alternatively, you can
return complaints forms or formal complaint letters as an attachment to an e-mail, with
“Private and Confidential” written in the subject box. Unfortunately though, we cannot
guarantee the confidentiality of complaints sent electronically.

What will happen after | make a formal complaint?

SARSVL will acknowledge receipt of your formal complaint within five working days. This will
be done by letter or e-mail, depending on the method you've indicated you would prefer. This
letter or e-mail will also tell you what steps will be taken to investigate your complaint.

We aim to resolve all complaints quickly and to keep you informed throughout the process.
You will receive a full written response usually within 10 working days, including details of any
action we intend to take as a result of your complaint. If there is likely to be any delay to our
response, you will be informed in advance.

What if | am still unhappy - can | appeal?

If the issue is not resolved, you should write to the Board of Trustees within 10 working days
of the receipt of the response to your complaint (unless there are unavoidable circumstances
that result in a delay, which we need to be informed of) and ask to move to the next stage of
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Outcome

Where appropriate, the outcome of any complaint will be communicated to any individuals
who were the subject of the complaint within 10 working days.
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