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How to complain

Age UK Buckinghamshire works with and for older people throughout the county
to provide high quality services. To help us to continue to deliver our services to
a high standard we actively seek feedback from our service users and invite input
into service development. Sometimes, though, things go wrong,

so we have a complaints procedure.

If you have a complaint, whether it's about a member of our staff, one of our volunteers,
agents, or anything else - please let us know.
If we don’t know that something has gone wrong, we cannot put it right.

In the first instance please talk to the staff member, volunteer or agent with whom
you have contact. If you prefer not to do this, you should speak to the relevant
service manager. You can do this by phone, or by making an appointment to

see the manager. This meeting can take place at our offices, at your home or

at another place you would prefer. Notes will be taken and agreed at the meeting
and you can have a friend or family member with you.

Hopefully the matter will be resolved. However, if you are not satisfied, you can take
your complaint further by writing to the Chief Executive with details of the complaint.
You will receive an acknowledgement of your letter within 5 working days.

The Chief Executive will contact you and, in consultation with the Board of Trustees,
will investigate the complaint and the actions subsequently taken. The result of this
enquiry will be sent to you, in writing, within 25 working days of the receipt of the
complaint to the Chief Executive.

If you are still not satisfied with the outcome, you have the right to be heard by a
review panel, led by an independent person. This could be a member of another
voluntary organisation or of a statutory authority, together with two members
of the Board of Trustees.

Confidentiality

Throughout the entire complaints process full confidentiality will be maintained by
all members of Age UK Buckinghamshire. Failure to do so will result in disciplinary action.
Letters of compaint to the Chief Executive should be marked "Confidential”.

How to contact us

01296 431911

age@®ageukbucks.org.uk

The Chief Executive

Age UK Buckinghamshire
145 Meadowcroft
Aylesbury

Bucks HP19 9HH




