	How we deal with complaints


Stage 1 

Some complaints can easily be resolved by a member of staff on duty. The complaint will be recorded with the outcome.

Stage 2

If the complaint can not be resolved at Stage 1 a Senior Manager will look at the complaint.  

Stage 3.

If you feel the complaint has not been resolved at Stage 2 the Chief Executive Officer will look at the complaint
Stage 4

If you are still unhappy and the complaint has not been resolved to your satisfaction it will go to the Management Committee.
If after following all of the stages above you remain unhappy you can complain to the:

Supporting People Team

Department of Regeneration

Stoke on Trent City Council

Civic Centre

Glebe Street

S-O-T

ST4 1RJ
What is a complaint?
A complaint is when something is wrong and you are not happy with the service.  If you make a complaint we will:

· Send you a letter to say we have received the complaint within 5 working days

· Look at your complaint and reply to you within 10 working days

· If for any reason there is a delay we will keep you informed.

· We will let you know in our reply what the outcome is.

What is a compliment?

A compliment is when you are pleased with a service you have received or with how a member of staff has supported you and you want to let us know or thank us.
You may also wish to use this form to make a suggestion on how we can improve the service
Stoke on Trent &     District Gingerbread centre Ltd
Tell us how we are doing
Compliments Complaints and Comments

We welcome any compliments or complaints you have about the service we offer. We recognise that sometimes we may not always get it right and welcome your comments on how we can make our service better.  We also welcome any compliments you give us as it lets us know what we are doing well.

Our Head Office is: 
Rothesay Court
Furnace Road

Longton
Stoke on Trent  
ST3 4LY              

     TEL   01782 344740
      FAX  01782 344741
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compliments  complaints comments
we can also provide the form in large print or email

Your Compliment, Complaint or Comment:

Please circle whether it is a: 
Compliment, Complaint, or Comment
Your Name Optional

Your Address: Optional 

Your Telephone Number:

Your Email address: 

If we need to contact you how would you prefer to be contacted? 

Please Circle   Letter   Phone    Email    in person
                                                                   Date(s) of Event or Incident:
Approximate time of Event or Incident:

Please give as much detail below. If this is a complaint or comment good or bad please say if you would like any action taken on it.
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
Signed:

Date:

Is there a time when it is not convenient for you to be called or to meet with you?
____________________________________________
Thank you for taking the time to complete this form.
