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COMPLAINTS POLICY

1. Introduction
<< Business name>>is dedicated to delivering exceptional services to our customers and maintaining the highest standards of professionalism and customer satisfaction. We understand that complaints may arise from time to time, and we consider them as valuable feedback for improvement. This policy outlines the procedures and guidelines for effectively and efficiently addressing and resolving complaints within our organization.

2. Definition of Complaint
A complaint is defined as any expression of dissatisfaction, whether received verbally, in writing, electronically, or through any other means, related to our services, employees, products, or business operations.

3. Principles

3.1 Fairness and Objectivity:
· All complaints will be treated fairly, impartially, and objectively.
· Complainants will be given an opportunity to present their case and provide any supporting evidence.

3.2 Confidentiality:
· Complaints will be handled with strict confidentiality to ensure the privacy of the complainant and individuals involved.
· Information related to complaints will be shared on a need-to-know basis only.

3.3 Timeliness:
· Complaints will be acknowledged promptly upon receipt.
· Our team will make every effort to resolve complaints in a timely manner, keeping the complainant informed of progress at regular intervals.

3.4 Compliance:
· We will adhere to all relevant laws, regulations, and industry standards governing the handling of complaints.

4. Complaint Handling Process

4.1 Receipt of Complaint:
· Complaints can be submitted through various channels, including in person, by phone, email, or through an online complaint form.
· Complainants should address their complaints to the designated Complaints Officer, whose contact details will be readily available to all stakeholders.

4.2 Acknowledgment:
· Upon receipt of a complaint, an acknowledgment will be sent to the complainant within [X] business days, confirming that their complaint has been received.

4.3 Investigation and Resolution:
· The Complaints Officer will conduct a thorough investigation of the complaint, gathering all necessary information and evidence.
· Depending on the nature of the complaint, relevant departments or individuals will be involved in the investigation process.
· We will make reasonable efforts to resolve the complaint within [X] business days. In complex cases, a longer resolution timeframe may be required, but the complainant will be kept informed of any delays.

4.4 Communication and Feedback:
· Throughout the complaint handling process, regular updates will be provided to the complainant regarding the progress of their complaint.
· Upon resolution of the complaint, the complainant will be informed of the outcome and any necessary actions taken.
· We encourage feedback from complainants regarding their satisfaction with the resolution process.

4.5 Escalation:
· If the complainant is not satisfied with the resolution or handling of their complaint, they may request an escalation to a higher level of management or a designated escalation officer.
· We will provide clear guidelines for the escalation process, ensuring that complaints are thoroughly reviewed and addressed at higher levels of authority.

5. Continuous Improvement

· << Business name>>is committed to learning from complaints and implementing necessary improvements to prevent similar issues in the future.
· Complaint trends and analysis will be reviewed periodically to identify systemic issues and take corrective actions.
· Lessons learned from complaint handling will be incorporated into training programs for our employees to enhance customer service and complaint resolution skills.

6. Policy Responsibility and Review
· [bookmark: Text62][bookmark: Text63]Overall responsibility for this Complaints Policy within <<insert business name>> and the implementation thereof lies with <<insert name and position / department etc.>>.
· This Complaints Policy is regularly reviewed and updated as required.
· [bookmark: Text60]This Complaints Policy was adopted on <<insert date>>.
· [bookmark: Text61]This Complaints Policy was last reviewed on <<insert date>>.
· This Complaints Policy will be reviewed, on <<insert date>>.
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