Complaints; what happens next.
We are sorry that something has happened which has caused a complaint to be made, or that you feel you have not received the level of support that you expected. We will try to resolve this as soon as possible. You do not have to complain directly; someone else can do so on your behalf, we will liaise with whoever you ask us to. 

This document is to explain what will happen over the next few days and how you can access additional support. 

Firstly, it is our policy to deal with all complaints as ‘Without Prejudice’. This means that any complaints made will not adversely affect any future support. We will also treat you in a friendly, professional manner and endeavor to resolve all issues within 7 days, where this cannot happen we will keep you updated every few days.

You made your complaint on ___________________. We reply with details about the complaint within 2 working days so you should have heard from us by ___________________This will usually be by letter but can be by e-mail if that is what you have agreed. The person who deals with complaints is Sue Stephens.

Enclosed you will find a document detailing your complaint. Please read it as we would like to be sure we have understood everything and not missed anything out. Please contact Sue on 01234 771230 / 03332 400712 or via e-mail at sue@paghamtech.com with any changes or comments you would like to make.

In the meantime Sue will investigate and will contact you by phone or e-mail within 7 working days to discuss how the complaint is to be resolved. This will be followed up by letter which will also state, where applicable, what changes the Company will make to stop this happening again. 

If your complaint is not upheld, and / or you disagree with our decision please put your comments in writing (e-mail is fine) and it will be reviewed by our board within 14 days of receipt. 

You may have heard about the Service Level Agreement (SLA) which DSA suppliers sign up to and which outlines how we care for our students. This explains that if there is an impasse the matter may be referred back to your Disability Officer or Assessor. We are happy for you to involve them at any stage, not just in case of disagreement! Should this not resolve things the matter will be referred to the Funding Body as directed under the SLA.

Complaint Information
Time and Date of Complaint


_______________________

Complaint made by Student / Other (details)________________________

Student Name
____________________________________________
Preferred Contact Details

__________________________________

Preferred Contact Method

__________________________________

Details of the Complaint;

Information found relating to complaint;

Complaint upheld Y / N? 


Complaint Resolved Y / N?

Details / Reasoning
Changes to be made Y / N? 

Details

Tracking;

Opened in Complaints Log Y /N 

Initial letter by________ met? Y / N Resolved by___________ met? Y / N
Closed in Log Y / N Date__________
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