COMPLA

1. Definitions and Interpretd

1.1 In this Complaints
following meanings

“Appeal”

“Appeal Handler”

“Business Day”

“Complaint”

[“Complaints Form”]

“Complaints Policy”

“Complaint Reference”

“Customer”

“Decision Letter”

[“External Resolution”]

“Investigation Report”

“Level One”
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EDURE

b following expressions have the

a Customer to escalate a
Three following an

 at Level Two;

of <<insert business
<insert level>> who will

stomer and <<insert level,
ard of directors, board of

respect to Level Three

than Saturday or Sunday)
ks are open for their full
Ss in <<insert location>>;

about [goods] AND/OR
insert business name>>,
service, or about our
bcontractors];

omplaints form for use by
om <<insert location>>;]

pomplaints policy, available

>

assigned to a Complaint
k that Complaint;

<insert business hame>>
customers (no purchase

y a Complaint Handler or

Customer informing that
e of their Complaint;

Complaint to an external
for resolution by a

pmer is not satisfied with

hree;]

iling the investigation and
laint;

this Complaints Handling
ich Complaints will be

e Complaint Handler;
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“Level One Complaint of <<insert business

Handler” <insert level>> who will
plaints;
“Level Two” ftage in this Complaints

nder which a Customer
come of a Level One
which Complaints will be
p Complaint Handler;

“Level Two Complaint of <<insert business

Handler” <insert level>> who will
plaints;
“Level Three” ge in this Complaints

nder which a Customer
come of a Level Two
which Complaints will be
al Handler and <<insert
ent, board of directors,

[“Recommendation”] ended resolution to a

actions to be taken in
t as detailed in Section 9.

“Resolution Action”

2. What this Complaints Ha S

2.1 This Complaints H4g
sale of goods] A
name>>, to our
[subcontractors].

s to Complaints pertaining to [the
services] by <<insert business
to our employees [agents]

2.2 For the purposes
<<insert businesg
[subcontractors].

ling Procedure, any reference to
des our employees [agents]

2.3  Complaints may re
limited to):

2.3.1 The quality ¢

2.3.2 The behavi
[agents] [su

2.3.3 [Delays, def

2.3.4 [Delays, def
the provisio

ies and may include (but not be

competence of our employees

bsociated with the sale of goods;]

or other problems associated with

2.3.5 <<Insert add ve as appropriate>>.

2.4  The following do no
or matters should b

Customers raising such questions
ate [person] OR [department]:

AND/OR [services];

orrect or unwanted goods for
with our <<insert document e.g.

2.4.1 General que

2.4.2 [Returns of
exchange o
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Sale of Go bns>> where there is no further

complaint];
2.4.3 Matters cong er legal disputes;

2.4.4 Formal req
limited to, th

2.45 <<insert add

of information including, but not
icable legislation;

ve as appropriate>>.

3. Receipt and Recording o

3.1 Customers may ma
the following metho

brt business name>> using any of

3.1.1 [In writing,
address>>;]

3.1.2 [By emall, 8
email addres

3.1.3 [Using our
the form;]

3.1.4 [By contacti
choosing op

ame and/or position>>, <<insert

me and/or position>> at <<insert

ing the instructions included with

<insert telephone number>> [and
hen prompted.]]

3.2 Upon receipt of Co
OR [within <<insert

3.2.1 [If a writte
position>>

bps should be taken [immediately]
]:

by post, <<insert name and/or
logging or recording>>;]

3.2.2 [If a writte by email, <<insert name and/or
position>> logging or recording>>;]
3.2.3 [If a Compl <<insert name and/or position>>

must <<des(

3.2.4 [If a Compl
must <<des(

recording>>;]

, <<insert name and/or position>>
recording>>.]

Reference and forwarded to an
br, selected in accordance with
s Days.

3.3  All Complaints mus
appropriate Level
Section 6.1 within 4

3.4  All Complaints mus riting within <<insert period>> of
receipt by <<insert >, The acknowledgement should
inform the Customé erence, their assigned Level One
Complaint Handler bs of <<insert business name>>’s
Customer Complai hints Handling Procedure].

4. Complaint Information

4.1 Customers are adv
should be provided

olicy that the following information
basonably possible when making a

Complaint:
41.1 The Custom bhone number and email address,
indicating a mmunication;
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4.1.2 If the Custo
set out in S

41.3 If the Com
reference, e

4.1.4 If the Co

H by a third party, the information
vided in reference to both parties;

ticular transaction, the <<insert
number etc.>>;

particular employee [agent]

[subcontract ere appropriate, position of that
employee [

4.1.5 Further detd luding, as appropriate, all times,
dates, event

evidence on which the Customer
laint;

4.1.6 Details of a
wishes to re

4.1.7 Details of h{
resolve the
efforts to ac
take any a
otherwise le

like <<insert business name>> to
ndertake to make all reasonable
ts, however, we are not bound to
h we may be contractually or

4.1.8 <<insert add ove as appropriate>>.

4.2 If the information d
incomplete, [<<insé
within <<insert perig
further information]
Customer within <{
Complaint to reques

missing, insufficiently detailed, or
>> should contact the Customer
eceipt of the Complaint to request
plaint Handler should contact the
bs Days of being assigned to the

5. Complaint Levels

5.1 <<Insert business
procedure. Upo
accordance with the
policy to use all
Customers’ satisfag

hree-stage complaints handling
plaints should be handled in
bt out in Section 6 below. It is our
to resolve all Complaints to

5.2 If a Customer is n(
One, he/she may
which point the Cd
Two procedure set

lution of their Complaint at Level
int iIs escalated to Level Two at
led in accordance with the Level

5.3 If a Customer is n(
Two, he/she may rg
form of an Appes
accordance with the

lution of their Complaint at Level
is escalated to Level Three in the
omplaint should be handled in
et out in Section 8 below.

54 [If a Customer is n
Three, he/she has
name>> for Externa

blution of their Complaint at Level
e matter to <<insert organisation
n Section 10 below.]

6. Level One Complaints

6.1 [The following staff
Handlers for Level

and eligible Level One Complaint

6.1.1 Complaints rvice may be referred to:
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<<Insert na b <<insert contact details>>;

<<Insert na > <<insert contact details>>;

<<|Insert furt

6.1.2 Complaints
competence
referred to:

behaviour and/or professional
gents] [subcontractors] may be

<<Insert na b <<insert contact details>>;

<<Insert na P, <<insert contact details>>;
<<Insert furt

6.1.3 [Complaints be referred to:

b, <<insert contact details>>;

> <<insert contact details>>;

6.1.4 [Complaints

<<|nsert nal

hy be referred to:

b, <<insert contact details>>;
<<Insert na > <<insert contact details>>;
<<Insert furt

6.1.5 [<<Insert of Complaint or remove as

OR
6.1 [The following staff and eligible Level One Complaint

<<Insert na >, <<insert contact details>>;

<<Insert na > <<insert contact details>>;

6.2 Upon receipt of a
the Complaint and
whether to:

Complaint Handler shall consider
<<insert period>> Business Days

5 considered to be valid, in which
pm Section 6.3; or

6.2.1 Investigate t
case the pro

6.2.2 Dismiss the
Level One
decision in

ed to be invalid, in which case the
inform the Customer of his or her
od>> Business Days.

6.3 Subject to delays 3
control (including,
communications), t
<<insert period>>
and to decide upon

6.4 If the Complain
[subcontractor(s)]
Complaint Handle

es beyond his or her reasonable
5 in other persons responding to
t Handler shall have a period of
to fully investigate the Complaint

rticular employee(s) [agent(s)]
Complainees”), the Level One
plainee(s) in question of the
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Complaint and arrs
discuss the Compls
any circumstances,
the Customer con
(which they are
Complainee(s) sho
Customer to Sectio
be reported to the

6.5 If the Level One Co
in support of the G
the Customer usi
stating clearly what
respectfully reminds
delay the resolutio
Policy.

[telephone calls] as required to
Complainee(s) should not, under
rectly regarding the Complaint. If
directly regarding the Complaint
in our Complaints Policy), the
b discuss the matter, referring the
5 Policy. Any such contact should
dler.

additional information or evidence
b Complaint Handler shall contact
erred method of communication,
is required. Customers should be
response to such a request may
br Section 5.2.4 of our Complaints

6.6 If a Customer is
requested under
nevertheless use 4
however, the Level

provide information or evidence
One Complaint Handler must
rs to resolve the Complaint. If,
considers that it is not possible to
eguested information or evidence,
he or she may closs m the Customer of the outcome in

6.7 The Level One Co
taking full account
circumstances and

6.8 [Subject to the exg
Complaint, the Levg
information, emplo
enable him/her to c

6.8.1 [Access to
shall require)

mine and evaluate the Complaint,
ents, information, evidence and
ity and fairness at all times.

,] During the investigation of the
r shall have access to all records,
hctors] that may be necessary to
horough investigation.

d/or information is restricted and
sert name and/or position>>:

a) <<d or information>>;
b) <<d or information>>;
c) <<ins prds or information as required>>.]

6.9 Following his/her &
Handler shall reac
(subject to the exa
chosen are set out

plaint, the Level One Complaint
me period set out in Section 6.3
Resolution Actions that may be

6.10 [Upon reaching a d
Report and Recom
and/or position>>
Business Days.

6.11 In the event that <
Level One Compl
Section 6.10 he/shq

andler shall send an Investigation
d authorisation by <<insert hame
respond within <<insert period>>

sition>> does not agree with the
and/or Recommendation under
such disagreement and the Level
One Complaint Ha <<insert period>> Business Days
to revise his/her de dation and resubmit it to <<insert
name and/or pos d authorisation. If, following
resubmission, <<in n>> still does not agree with the
decision and/or Re mplaint shall be reassigned to a
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new Level One Co
again] OR [<<ins{
Recommendation s

Level One procedure shall begin
bn>>’s preferred decision and/or

6.12 [Upon reaching ad
a final decision un
Complaint Handler
the Customer by fir
shall set out the ¢
Customer of their
number>> copy/cof
be <<describe ste
recording etc.>>.

P] OR [Upon receiving approval or
1, as applicable], the Level One
ion Report and Decision Letter to
., as appropriate. Decision Letters
Action(s), and shall remind the
bmplaint to Level Two. <<lInsert
Report and Decision Letter should
pther staff, file storage, logging,

6.13 If a delay either og
Level One proced
Customer using t
Customer should bé
reasons therefor.

6.14 The Customer sha
within which to req

ely to occur at any stage of the
plaint Handler shall inform the
communication method. The
r likely length of the delay and the

<insert period>> Business Days
b escalated to Level Two.

6.15 Upon receipt of a
[immediately] OR [
Complaint Handler:

6.15.1 [If a written

following steps should be taken
Business Days] by the Level One

post, the Level One Complaint

Handler mus gging or recording>>(]
6.15.2 [If a written email, the Level One Complaint
Handler mug 0ging or recording>>;]

6.15.3 [If request
<<describe {

b, the Complaint Handler must
ding>>.]

6.16 All escalation req
Complaint Handler
period>> Business

d to an appropriate Level Two
b with Section 7.1 within <<insert

6.17 All escalation req
period>> of rect
acknowledgement
Complaint Handler.

edged in writing within <<insert
e and/or position>>. The
mer of their assigned Level Two

7. Level Two Complaints

7.1 [The following staff
Handlers for Level

and eligible Level Two Complaint

7.1.1 Complaints rvice may be referred to:

<<Insert na >, <<insert contact details>>;
<<Insert na > <<insert contact details>>;
<<Insert furt

7.1.2 Complaints
competence
referred to:

behaviour and/or professional
gents] [subcontractors] may be
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<<Insert na b, <<insert contact details>>;
<<Insert na b <<insert contact details>>;
<<Insert furt
7.1.3 [Complaints

<<|nsert nal

be referred to:
b <<insert contact details>>;

<<Insert na > <<insert contact details>>;

7.1.4 [Complaints hy be referred to:
<<Insert na > <<insert contact details>>;
<<Insert na > <<insert contact details>>;
<<Insert furt

7.1.5 [<<Insertad peal or remove as appropriate>>.]]

OR

7.1 [The following staff
Handlers for Level

and eligible Level Two Complaint

<<Insert na >, <<insert contact details>>;

<<Insert na > <<insert contact details>>;

7.2 Upon receipt of an
consider the Co
Business Days whe

evel Two Complaint Handler shall
bcision within <<insert period>>

5 considered to be valid, in which
pm Section 7.3; or

7.2.1 Investigate t
case the pro

7.2.2 Dismiss the
Level Two (
decision in
Complaint i
entirety, or t

ed to be invalid, in which case the
d inform the Customer of his/her
period>> Business Days. If the
mplaint may be dismissed in its
om Level One may stand.

7.3 Subject to delays
control (including,
communications), t
<<insert period>>
and to decide upon

7.4 If the Complaint
Complaint Handler
and arrange [meeti
Complaint. In s
circumstances, con
Customer contacts
they are requested
should respectfully
Section 5.3.3 of ou
to the Level Two Cd

ces beyond his/her reasonable
5 in other persons responding to
t Handler shall have a period of
to fully investigate the Complaint
ction(s).

Complainee(s), the Level Two
inee(s) in question of the Appeal
b calls] as required to discuss the
hinee(s) should not, under any
y regarding the Complaint. If the
ly regarding the Complaint (which
plaints Policy), the Complainee(s)
atter, referring the Customer to
such contact should be reported
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additional information or evidence
) Complaint Handler shall contact
brred method of communication,
is required. Customers should be
response to such a request may
br Section 5.3.4 of our Complaints

7.5 If the Level Two Co
in support of the G
the Customer usi
stating clearly what
respectfully reminds
delay the resolutio
Policy.

7.6 If a Customer is
requested under
nevertheless use 4
however, the Level
uphold the Complai
he or she may clost
accordance with Se

7.7 The Level Two Co
taking full accoun
circumstances and

7.8 [Subject to the exce
the Level Two Com
employees [agents
to carry out an impg

7.8.1 [Access to
shall require)

provide information or evidence
Two Complaint Handler must
rs to resolve the Complaint. If,
considers that it is not possible to
equested information or evidence,
m the Customer of the outcome in

mine and evaluate the Complaint,
ents, information, evidence and
ity and fairness at all times.

he investigation of the Complaint,
access to all records, information,
by be necessary to enable him/her
gation.

d/or information is restricted and
sert name and/or position>>:

a) <<dd or information>>;
b) <<d¢

C) <<ing

or information>>;
prds or information as required>>.]

7.9 Following his/her &
Handler shall reac
(subject to the exa
chosen that may be

plaint, the Level Two Complaint
me period set out in Section 7.3
Resolution Actions that may be
pction 9.

7.10 [Upon reaching a (
Investigation Repo
<<insert name ang
<<insert period>> B

7.11 In the event that 4
Level Two Compl
Section 7.10 he/shq
Two Complaint Ha
to revise his/her de
name and/or pos
resubmission, <<in
decision and/or Reg
new Level Two Co
again] OR [<<ins¢
Recommendation s

Complaint Handler shall send an
for review and authorisation by
Il be required to respond within

sition>> does not agree with the
and/or Recommendation under
such disagreement and the Level
<<insert period>> Business Days
dation and resubmit it to <<insert
d authorisation. If, following
n>> still does not agree with the
mplaint shall be reassigned to a
Level Two procedure shall begin
bn>>'s preferred decision and/or

7.12 [Upon reaching ad
a final decision un
Complaint Handler
the Customer by fir
shall set out the d

b] OR [Upon receiving approval or
1, as applicable], the Level Two
ion Report and Decision Letter to
. as appropriate. Decision Letters
ion Action, and shall remind the
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7.13

7.14

7.15

7.16

7.17

Level Three Complaints

8.1

© Simply-docs — BS.COMP.PRO.03 Customer

Customer of their
number>> copy/cof
be <<describe ste
recording etc.>>.

plaint to Level Three. <<Insert
Report and Decision Letter should
pther staff, file storage, logging,

If a delay either odg
Level Two proced
Customer using t
Customer should bé
reasons therefor.

ely to occur at any stage of the
plaint Handler shall inform the
I communication method. The
pr likely length of the delay and the

The Customer sha
within which to mak
Level Three.

<insert period>> Business Days
shes to escalate the Complaint to

Upon receipt of an
OR [within <<inse

ps should be taken [immediately]
ys] by the Level Two Complaint

Handler:

7.15.1 [If a writte post, the Level Two Complaint
Handler mus 0ging or recording>>;]

7.15.2 [If a written email, the Level Two Complaint
Handler mus 0ging or recording>>;]

7.15.3 [If an Appes the Level Two Complaint Handler
must <<des recording>>.]

All Appeals must b
liaise with <<inser
trustees etc.>>, sq
period>> Business

ppriate Appeal Handler, who shall
nt, board of directors, board of
ith Section 8.1 within <<insert

All Appeals must
receipt by the Leve
inform the Custome

iting within <<insert period>> of
br.  The acknowledgement should
| Handler.

[The following staff
Level Three Compl3

and eligible Appeal Handlers for

8.1.1 Appeals per e may be referred to:
<<lInsert na b, <<insert contact details>>;

<<Insert na >, <<insert contact details>>;

hnd/or professional competence of

our employe prs] may be referred to:

<<Insert na b <<insert contact details>>;
<<Insert na b <<insert contact details>>;
<<Insert furt
8.1.3 [Appeals pe referred to:
<<Insert na b <<insert contact details>>;

<<Insert na > <<insert contact details>>;
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<<Insert furt
8.1.4 [Appeals pe be referred to:
<<Insert na > <<insert contact details>>;
<<Insert na P, <<insert contact details>>;
<<Insert furt

8.1.5 [<<Insertad peal or remove as appropriate>>.]]

OR

8.1 [The following stafi
Level Three Compl;

and eligible Appeal Handlers for

<<Insert na > <<insert contact details>>;

<<Insert na > <<insert contact details>>;

<<|Insert furt

8.2 Upon receipt of an
and all accompanyi
not limited to, Inves
board of directors,
make a decision wit

dler shall forward the Complaint
and documentation (including, but
<<insert level, e.g. management,
ho shall consider the Appeal and
siness Days whether to:

5 considered to be valid, in which
pm Section 8.3; or

8.2.1 Investigate t
case the pro

8.2.2 Dismiss the ed to be invalid, in which case the

Appeal Han stomer of the <<insert level, e.g.
manageme ard of trustees etc.>> decision in
writing withi ess Days. If the Complaint is so
dismissed, dismissed in its entirety, or the

Resolution A y stand.

8.3 Subject to delays a
(including, but no
communications), t
board of trustees ¢
Days in which to
appropriate Resolut

s beyond their reasonable control
other persons responding to
anagement, board of directors,
bd of <<insert period>> Business
bmplaint and to decide upon an

8.4 If the Complaint re
shall inform the
[meetings] AND/O
<<insert level, e.g.
as required to dist
should not, under a
the Complaint. If t
the Complaint (whig
the Complainee(s)
the Customer to S
should be reported

bmplainee(s), the Appeal Handler
on of the Appeal and arrange
een the Complainee(s) and the
Hirectors, board of trustees etc.>>
such cases, the Complainee(s)
t the Customer directly regarding
b Complainee(s) directly regarding
bt to do in our Complaints Policy),
ke to discuss the matter, referring
plaints Policy. Any such contact

ard of directors, board of trustees
lence in support of the Complaint,
er using the Customer’s preferred

8.5 If the <<insert leve
etc.>> requires add
the Appeal Handler
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what information or evidence is
reminded that any delay in their
psolution of their Complaint, as per

method of commu
required. Custome
response to such a
Section 5.4.4 of ou

8.6 If a Customer is
requested under S
directors, board of
endeavours to res(
management, boar
not possible to uj
information or evide
shall inform the Cus

provide information or evidence
level, e.g. management, board of
nevertheless use all reasonable
however, the <<insert level, e.g.
rustees etc.>> considers that it is
the absence of the requested
be closed and the Appeal Handler
accordance with Section 8.10.

8.7 The <<insert level, d of directors, board of trustees
etc.>> shall exami mplaint, taking full account of all
relevant statement and circumstances and shall

maintain full objecti es.

8.8 [Subject to the exce
the <<insert level,
etc.>> shall have
[subcontractors] th
impartial and thoro

8.8.1 [Access to
shall require|

he investigation of the Complaint,
d of directors, board of trustees
information, employees [agents]
0 enable them to carry out an

d/or information is restricted and
sert name and/or position>>:

a) <<d¢g or information>>;
b) <<d¢

C) <<ing

or information>>;
prds or information as required>>.]

8.9 Following their e
management, boa
decision, by <<inse
out in Section 8.3
Actions that may b
decision of the <<i
trustees etc.>> sha
Resolution of their g

plaint, the <<insert level, e.qg.
bf trustees etc.>> shall reach a
ote>>, within the time period set
ions noted therein). Resolution
Dbsen are set out in Section 9. The
ent, board of directors, board of
Customer’s right to seek External

8.10 Once the <<inserf
trustees etc.>> ha
Handler shall sen
Customer by first cl
set out the decisio
be reminded of thei

nt, board of directors, board of
under Section 8.10, the Appeal
port and Decision Letter to the
hppropriate. Decision Letters shall
ion(s). [The Customer shall also
esolution of their Complaint.]

8.11 If a delay either og
Level Three proced
the Customer’s preg
informed of the leng

ely to occur at any stage of the
shall inform the Customer using
ethod. The Customer should be
jlelay and the reasons therefor.

8.12 <<iInsert number>
should be <<descri
recording etc.>>.

vestigation Report and decision
o other staff, file storage, logging,
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9. Resolution Actions

When handling Complaintg
level, e.g. management, bq
the following Resolution A
Complaint:

9.1
9.2
9.3
9.4
9.5

10. [External Resolution

mplaint Handlers and the <<insert
bf trustees etc.>> may select from
the facts and circumstances of a

<<lInsert descriptio
<<Insert descriptio
<<Insert descriptio
<<lInsert descriptio

<<Insert further Res

10.1 As <<insert busing pber of] OR [is regulated by] OR
[<<insert appropri nnection>>] <<insert name of
organisation>>, C to seek External Resolution of
Complaints from t re not satisfied with the outcome
resulting from this ( edure.

10.2 <<lInsert organisat any and all such referrals in
accordance with < blicies, procedures etc.>>. The
appropriate represe rganisation name>> may require
contact with emp ntractors] of <<insert business
name>> and may r¢ nts and information pertaining to a
Complaint in the e bfers their Complaint for External
Resolution. Any { s between <<insert organisation
name>> and <<inse Il take place via (unless otherwise
authorised by <<ins >>)):

<<insert na r, <<insert contact details>>;
<<insert na r, <<insert contact details>>;
<<insert furt

10.3 Any and all reques pnisation name>> for evidence or
information, whethe e answered without undue delay,
subject to the appre <<insert name and/or position>>,
who shall ensure sonable and pertinent given the
nature of the Comp

10.4 <<lInsert further pro

11. Implementation of Resol

Upon the conclusion of a
External Resolution] th
implementation in a timg
Resolution Actions ultimats
as appropriate]:

111

© Simply-docs — BS.COMP.PRO.03 Customer

Level One, Two or Three [or by
) settled upon shall require
bility for the implementation of
) [and may be delegated thereby,

[Resolution Action j rvice shall be the responsibility of:

<<Insert na > <<insert contact details>>;
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11.2

11.3

11.4

11.5

OR

111

12. Recording of Resolution

12.1

12.2

13. Confidentiality and Data

13.1

13.2

13.3

© Simply-docs — BS.COMP.PRO.03 Customer

<<Insert furt

Resolution Action p
of our employees [

r and/or professional competence
Ehall be the responsibility of:
<<Insert na P, <<insert contact details>>;
[Resolution Action § pe the responsibility of:
<<Insert na P, <<insert contact details>>;
<<Insert furt
[Resolution Action § Il be the responsibility of:
<<Insert na > <<insert contact details>>;
<<Insert furt

[<<Insert addition olution Action or remove as

appropriate>>.]]

[<<Insert name>>, Sert contact details>>.]

Upon the conclusio
Resolution Action(s
for logging or record

b implementation of the applicable
position>> shall <<describe steps

<<insert further pro

All Complaints, Apj
processed under th
utmost confidence
employees [agents
extent required to
Complaints Handlin

In the event that th
improvement purp
employees [agents
scope of this Co
express permissio
contact method.
identify the Custo
permission may be
right to do so under,

br information gathered, held and
Procedure shall be treated with the
formation may be shared with
sert business name>> only to the
guestion in accordance with this

re to be used for training or quality
hey will be shared with other
sert business name>> beyond the
edure, the relevant Customer’s
using that Customer’s preferred
, anything that may be used to
bm all information so used. Such
accordance with the Customer’s
mer Complaints Policy.

All personal informd
not limited to, Cust
used and held in 3
(including but not li

t business name>> (including, but
ct details) shall only be collected,
isions of UK data protection law
he Data Protection Act 2018, and
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the Privacy and
Customers’ rights t
Privacy Notice>> a

ations  Regulations 2003) and
pur <<insert document name, e.g.
ation(s)>>.

14. Procedure Review and R{

14.1 Overall responsibi
implementation the
etc.>>.

14.2 This Complaints Ha
not more than <<ins

14.3 This Complaints Ha
14.4  This Complaints Ha

5 Handling Procedure and the
name and position / department

e reviewed regularly at intervals of
b updated as required.

opted on <<insert date>>.

5t reviewed on <<insert date>>.
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