[image: image1.png]ast of England Development Agency





Compliments, comments and complaints policy
The East of England Development Agency (EEDA) is committed to delivering an efficient and effective service at all times and are always interested in the views of businesses and members of the public about our initiatives and how we develop and manage them. Complaints, as well as compliments and suggestions for improvement, are a free source of feedback and help us provide and maintain the level of services we aspire to. EEDA needs to react quickly and positively to expressions of dissatisfaction about our service to ensure that we identify any obstacles to improving performance. If we can do better we want to do so. 

Service commitment

When you contact us with a comment or complaint, you can expect us to:
· make things as easy as possible for you

· listen carefully to any views that are put forward

· acknowledge good service and share good practices
· where problems are identified take remedial action and apologise when we are at fault
· keep you informed about the progress, and let you know the outcome of, your feedback 
· monitor any recommendations made following your feedback to ensure that, where possible, your comments have helped us to improve our services

· record complaints, comments, and compliments and publish anonymous information about the feedback we receive
· treat the matter seriously from the outset

· provide details of who is dealing with your enquiry so that you know who to get back to and how.
What is a complaint? 

For the purposes of this procedure a complaint is one which relates to the standard of service EEDA provides. It could, but not exclusively, relate to:

· the quality of service provided

· the way we treat people

· how quickly we respond 
· providing misleading or inaccurate information. 
A complaint is an expression of dissatisfaction with our service, for whatever reason. 

A complaint is not…

A complaint is not about the merits of a decision we take on a particular issue or case as these will be dealt with through the relevant procedures eg procurement, Freedom of Information request (see ‘Freedom of Information’). Not all our decisions will please everyone but it is still important to convey our decisions in an open and businesslike way. It is understandable that some people may complain about our policy and casework decisions but our complaints procedure relates to standards of service only. 

Contacting EEDA
We welcome compliments, comments and suggestions as these help us to improve our service and, where appropriate recognise staff contributions and share good practice. We try to make it easy to provide feedback and you can do so in a number of ways:

· by phone: 01223 200827
· by email: CustomerService@eeda.org.uk  

· in writing: 
Customer Service Manager, Victory House, Vision Park, Chivers Way, Histon, Cambridge, CB24 9ZR
EEDA’s complaints process
EEDA aims to handle all complaints in a fair, objective and consistent way, and as such each complaint will be dealt with in line with the following process.
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	Stage 1: INFORMAL
	►
	Acknowledge 
	2 working days
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	Resolve 
	10 working days
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	Stage 2: FORMAL
	►
	Acknowledge 
	2 working days

	
	
	►
	Resolve 
	10 working days

	
	▼
	
	
	

	
	Stage 3: CHIEF EXECUTIVE REVIEW
	►
	Acknowledge 
	2 working days

	
	
	►
	Resolve 
	15 working days


Stage 1: INFORMAL
Where possible, complaints about our services should be dealt with in the first instance by the EEDA member of staff with whom you have been dealing, who will attempt to put things right quickly and informally. 

We aim to acknowledge complaints within 2 working days and resolve the complaint within 10 working days. If it is not possible to meet these timescales we will advise you of the reason for the delay and provide you with a revised timescale for conclusion.

If it is not appropriate to contact the EEDA staff member in the first instance or you are not satisfied with the response you have received at Stage 1, you can progress your complaint to Stage 2.

Stage 2: FORMAL

If it is not appropriate to contact the EEDA staff member in the first instance or you are not satisfied with the response you have received at Stage 1, you should contact the Customer Service Manager:

· by phone: 01223 200827
· by email: CustomerService@eeda.org.uk  

· in writing: 
Customer Service Manager, East of England Development Agency, Victory House, Vision Park, Chivers Way, Histon, Cambridge, CB24 9ZR
Your complaint will be referred for investigation to the Executive Director of Communications. If there is a conflict of interest an independent Executive Director will be asked to conduct the review. 
We will keep you informed of the progress of your complaint and aim to conclude our investigation and respond to you within 10 working days. If it is not possible to meet these timescales we will advise you of the reason for the delay and provide you with a revised timescale for conclusion.

If you are dissatisfied with the response you have received at Stage 2 you can refer your complaint to the Chief Executive of EEDA for review.
Stage 3: CHIEF EXECUTIVE REVIEW

If you are dissatisfied with the response you have received at Stage 2 you can refer your complaint to the Chief Executive of EEDA for review. If there is a conflict of interest the Deputy Chief Executive will be asked to conduct the review. Complaints at this stage should be in writing:

· The Chief Executive, East of England Development Agency, Victory House, Vision Park, Chivers Way, Histon, Cambridge, CB24 9ZR 
· by email: DeborahCadman@eeda.org.uk 
In conducting their review, the Chief Executive will:

· ensure that they understand the nature of the complaint

· investigate whether the Stage 1 and 2 reviews have been completed satisfactorily, and review, with the people who dealt with the original approaches, the reasons for their response, as applicable

· independently review the complaint afresh and report their findings

· outline any improvements in processes or standards that may be required as a result of the complaint.

We will keep you informed of the progress of your complaint and aim to conclude our investigation and respond to you within 15 working days. If it is not possible to meet these timescales we will advise you of the reason for the delay and provide you with a revised timescale for conclusion.

If you are dissatisfied with the response you have received from the Chief Executive you can ask your Member of Parliament to put your complaint to the Parliamentary Ombudsman (see ‘Where can I get help if I am still not satisfied?’. 

Closing your complaint

If we have not heard from you within 10 days of our response to your complaint at any stage of the process we will close your complaint for the purposes of our records.
Content of the response

When we respond to your comment or complaint we will ensure that we provide:

· a full explanation
· an apology, where appropriate, and assurances for the future
· details of any action we will take as a result of your comment or complaint.
Vexatious or persistent complaints

Persistent and vexatious complaints are becoming an increasing problem for public sector bodies. Handling such complaints can place strain on time and resources and can be stressful for staff who have to deal with these complex and challenging issues. In order to counter this, EEDA has introduced guidelines to enable staff to make an informed decision on whether a complaint is vexatious or persistent.

If a complaint is considered vexatious or persistent EEDA reserve the right to refuse to respond. If this is the case, we will advise the complainant of this and the reasons we have deemed their complaint vexatious or persistent.
Threatening, violent or abusive behaviour
EEDA does not tolerate threatening, violent or abusive behaviour against its members of staff, this includes abuse of a verbal nature. EEDA therefore reserves the right to refuse to respond to a complaint in which the complainant is being threatening, violent or abusive. 
Where can I get help if I am still not satisfied?

If you are not satisfied with the response you have received from the Stage 3 review you can ask your Member of Parliament to put your complaint to the Parliamentary Ombudsman. The Parliamentary Ombudsman will not normally consider a complaint that has not first been through EEDA’s complaints procedure.

Further information about the Parliamentary Ombudsman can be obtained at www.ombudsman.org.uk or from the following address: The Parliamentary and Health Service Ombudsman, Millbank Tower, Millbank, London, SW1P 4QP

Your personal information

If you use our complaints procedure you are agreeing that we can use any personal information you send us for purposes connected with your complaint. We may also disclose your personal information to other individuals and organisations if we are legally required or permitted to do so under the Data Protection Act 1998 of the Freedom of Information Act 2000.

Equal opportunities monitoring

We may use complaints about discrimination to review our policies and procedures to ensure that we offer equality of opportunity.
To help us ensure that we promote and maintain this commitment we would appreciate it if you could complete an equal opportunities monitoring form. All information provided will be treated as confidential. 
The equal opportunities monitoring form can be downloaded from the customer charter page on EEDA’s website.
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