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COMPLAINT PROCEDURES

FOR THE DOWNRIGHT SPECIAL NETWORK

Our Commitment to you
We are committed to giving you the best service we can by;-

· Providing Good Quality Service

· Communicating Effectively

· Acting Fairly and Impartially

· Regularly evaluating our service
How to complain

If you want to complain we will ensure that your complaint is treated seriously, is handled without bias or discrimination and that your confidentiality is respected.

You can contact us by letter, e-mail or telephone (please see the contact details at the end of this document). Please set out exactly what you think has gone wrong and what you think we should do to put it right. We ask that you raise your complaint within 3 months of the event. 

How we deal with your complaint

We want to help to resolve your complaint as quickly as possible.

Let us know if you unhappy or dissatisfied with the way in which we have dealt with you, any aspect about our work, or any member of the Network.   

If we find that we have made a mistake, or not dealt with you properly, we will do what we can to put things right. This may involve;-

· Apologising

· Correcting any errors that we have made

· Taking further action in response to your concerns

· Telling you what we have learnt from the complaint and what action we will take to ensure that we do not make the same mistake again

We aim to answer your enquiry fully. If we fail to do this please let us know and we will try and add to our original reply.

If your concern falls outside the charities range of responsibilities we will forward your complaint to the relevant service as soon as possible. 

Next steps

Please note that we hope that we can resolve your concerns but if you are unhappy with our response to your enquiry then you can contact the Charity Commission quoting our registration number 1128178.
Contact Details

By email

Please visit our website www.downrightspecial.co.uk and follow the links for contact details

By Post

The Downright Special Network
61 Dawnay Road

Bilton

HULL

HU11 4HA

By telephone

 01482 420160
Charity Commission

Charity Commission Direct

PO Box 1227

LIVERPOOL

L69 3UG

Tel 0845 300 0218
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