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Comments, Compliments and Complaints Procedure 

1. Background

To maintain and improve the service of West Lancashire Council for Voluntary Service, we are committed to listening to feedback and would like to hear from you if you have any comments, compliments or complaints.

2. Purpose

This procedure provides guidance on how customers can make a complaint, compliment or comment. 
3. Scope of Policy
This policy is for use by Council for Voluntary Service West Lancashire Limited and WLCVS Limited. 

4. Relevant Legislation

Charities Act 2011.

5. Applying These Procedures

How we handle your comments

· You may write to, visit or telephone the CVS to discuss your comments with the CVS Team Manager.

· If you write we may wish to talk to you about your comments and clarify some details.


· Your comments will be recorded and will be discussed with the appropriate people and any necessary changes will be made.

How we handle your compliments

· Your compliments can be addressed to the CVS Team Manager and will be passed on to the person or persons concerned.

· All compliments are welcome and may be used (anonymously) in our Annual Report, publicity and other material.

How we handle your complaints

· In the first instance, if appropriate, inform a member of the CVS team of your concern/complaint.

· If you have a complaint about a member of staff or feel unable to complain to them, put your complaint in writing addressed to the CVS Team Manager.  If the complaint involves the CVS Team Manager, you should write to the Chief Officer.

· You will receive a written reply, normally within seven days, acknowledging that the CVS Team Manager/Chief Officer has received your complaint and will look into it.

· The CVS Team Manager/Chief Officer may want to research more into your complaint.  They may need to contact you to clarify details.  This could take some time but will be dealt with as soon as possible.  You will be informed of our response in writing within 14 days, or an explanation will be given if this is to take longer. 

· If you are not satisfied with the written response, a Complaints Panel made up of three Trustees of the organisation will consider the complaint.  This panel will meet within three weeks of being notified in writing that you are dissatisfied with the outcome.  (You may attend the panel and bring along a representative to support you while your case is being heard).

· You will be sent a written report of the decision of the Complaints Panel within seven days of the meeting.  This report will contain what appropriate action has been taken.

· West Lancashire Council for Voluntary Service
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6. Review of this Policy
This policy will be reviewed annually by way of approval from Council for Voluntary Service West Lancashire
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