


We strive to provide excellent services but there can be times
when things go wrong or customers become unhappy with the
service they receive. If this happens please let us know as soon
as possible so that we can try and put things right. However
sometimes the outcome is still not satisfactory and you may
wish to escalate your concerns into a formal complaint.

How to make a complaint

+ Write to Age UK Lancashire,
61-63 St. Thomas’s Road, Chorley, PR7 1JE

* Email admin@ageuklancs.org.uk

» Website www.ageuklancs.org.uk

Who can make a complaint?

Anyone who receives a service, or has been refused a service from
Age UK Lancashire can make a complaint. A carer, friend, relative or
advocate can also complain on a customer’s behalf but must have the
person’s permission for them to make the complaint.

You can complain about any aspect of the service provided to you,
about its quality or reliability; about the way you have been treated; or
about decisions that have been taken by our staff.

What to expect if you complain?

« To know that the complaint will be treated in confidence.

» To have your complaint acknowledged and properly looked into.

« To be kept informed of the progress and the outcome.

« To be assured that your right to a service will not be affected because
you have made a complaint.

+ To not be discriminated against if you have made a complaint.

How we will handle a complaint

The complaint will be taken though a staged procedure with time lines
and responsibilities for the resolution of the complaint.

Stage 1, Review of complaint

« Initially, the complaint will be dealt with by the relevant Operational
Manager.

* You will receive a written reply within 10 working days acknowledging
that your complaint has been received and is being looked into.

* The Operational Manager will want to research more into your
complaint so they may need to contact you and others to clarify
details. This may take some time, but you will expect to receive a
response to your complaint within 30 working days setting out;

1. The conclusions from their research.

2. The reasons for the outcome in writing.

Stage 2, Further Review of complaint

If you are unhappy with the written outcome of the Stage 1 Review,
you will have 15 working days to write and ask for your complaint to
be reviewed by the Chief Executive who may delegate responsibility to
a member of the Executive Management Team. The review will focus
on how the Stage 1 Review was handled, looking at whether it;

» Addressed the issues of your complaint.

* Adequately remedied any shortfalls in the service.
« Articulated the outcome adequately.

« Was sufficiently thorough and fair.

They will respond to you in writing to let you know the outcome within
30 working days.






