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Comments, compliments and Complaints 
           Policy & Procedure

      
The West Yorkshire Learning Consortium (WYLC) aims to provide the best possible service to you and your organisation. We realise the best way to improve our services is to listen to what you think. We welcome your comments, compliments and complaints, to help us ensure our services meet your needs and our quality standards.

WYLC is a company limited by guarantee and registered charity, and provides support to Community and Voluntary Sector organisations. We are committed to providing a professional service, within the constraints of staffing, time and funding.
WE WANT TO KNOW What You Think
Comments 
If you have an observation or suggestion that could help us improve our services, please contact the relevant member of staff, or the Project Director. 

A comment may also be a concern that can be resolved quickly by frontline staff without following a formal complaint procedure.

Contact: telephone 0113 245 3111
E mail: david.wears@wylc.org.uk

Compliments 
If you appreciate something we have done, or are pleased with the service you have received, we would be delighted to hear. Please contact a staff member or the Project Director, who will feed back to the appropriate person or team.

Contact: telephone 0113 245 3111

E mail: david.wears@wylc.org.uk

Complaints 
A complaint is any aspect of our work with which you are dissatisfied, or which has fallen below our stated standards. We have a formal complaints procedure, set out below, which will inform you of how best to proceed.  We see complaints as a positive way to learn, and are committed to dealing with all matters as quickly and as fairly as possible.

Procedure for Complaints
Our commitment

We will:
· deal with complaints honestly, politely and in confidence

· investigate your complaint as quickly as possible, within the stated time period
· apologise if we have made a mistake

· tell you of any action we will take in response to your complaint
· explain our reasons if we do not take further action
Making a complaint:

Stage 1

Please contact the Project Director as soon as you can. We will listen to your concern, and do our best to resolve matters informally. Most complaints can be dealt with quickly, either by explaining our actions, or making small changes in what we do.

Contact: telephone 0113 245 3111

E mail: david.wears@wylc.org.uk

If the complaint involves the Project Director, please contact the Chair of Trustees directly (see contact details below).

Stage 2

If you are not satisfied, please write to the Chair of the Trustees, within 20 working days of the Project Director’s response, marking the envelope ‘Private and confidential’, to:

The Chair of the Trustees,

Suite 89,

The Gallery,

Oxford Place Centre,

Oxford Place, 
Leeds

LS1 3AX

Please provide your full contact details, and full details of your complaint, with copies of any supporting documentation.  

If you would prefer to E mail your complaint, please contact the West Yorkshire Learning Consortium for the correct address.

The Chair will acknowledge your complaint within three working days of receipt, and provide a written reply within 15 working days. 

Recording and Monitoring
Comments, compliments and complaints are recorded and kept centrally for three years.

All complaints are kept confidentially.

Details of formal complaints, and any action taken, are reported quarterly to the WYLC Board.
Publicising the Policy and procedure

This policy is available on the WYLC web site and by request from the WYLC office. 
All users of WYLC who raise concerns will be informed of this policy and will be sent a copy.

WYLC Board and all members of staff are familiar with this policy, which also forms part of WYLC’s induction pack and training for new staff.

This policy is reviewed annually.
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