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Home-Start Corby Ltd, 
Pen Green Children’s Centre, Pen Green Lane,

Corby, Northants  NN17 1BJ

Tel: 01536 409612

Email: homestartcorby@yahoo.co.uk
Complaints & Dissatisfaction procedure flow diagram
	Anyone making a complaint should contact the office on 01536 409612 in the first instance. Where they will be informed about the procedure and will be sent a complaint form (appendix 1) – (if a letter or email of complaint has been received, attach a copy of Appendix 1 to the document as receipt of complaint)



	All complaints received will be acknowledged by the Senior Organiser within 5 working days to seek a resolution, if no resolution has been achieved, it will be forwarded to the Chairperson for further investigation.



	The Chair will acknowledge receipt of the letter and appoint investigators to look into the complaint
	
	Investigators will meet within 15 working days of complaint being acknowledged.



	The timescale of resolving the complaint will be confirmed to the complainant aiming to provide a response within 25 working days.                         Investigation commences.



	Senior Manager discusses complaint with Chairperson – the result of the investigation is sent to complainant and recorded with complaint.



	If complainant is satisfied - no further action needed
	                            
	If complainant is still dissatisfied – a meeting of Trustees will be called within 15 days of receipt of complaint A final response will be sent after the meeting



	The Appendix 3 record will be completed and retained
	
	The Trustee board will be notified of all complaints and all follow up actions




Patron: HRH Princess Alexandra, the Hon. Lady Ogilvy, KG, GCVO
           

          
 Registered Charity No: 1109674

Local Patron:  Mrs James Saunders Watson   Company No: 5383   Home-Start Corby, a company limited by guarantee, registered in England and Wales 
