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How to make a complaint
What is a complaint?
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This may happen because:

· We do something in the wrong way

· We don’t do something that should have been done

· We do something that should not have been done

Who can help me make a complaint?
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Step 1:

Step 1:

First, please talk to us. 
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Please ask to speak to Louise.

We can usually answer your questions and put things right quickly 
What happens next?

· We will try and put things right.
· We will explain why things went wrong.
· We will try and make things better.
If you do not want to speak to Louise, or you are still not happy then you can speak to Leslie-Anne. 

Leslie-Anne will advise and support you, your family or carers, and answer your questions. 
Leslie-Anne can be contacted:
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If you are still unhappy?

Step 2:

You can contact ARC UK Appeal Panel within 10 working days.
This can be done by writing to:
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What we will do
When you make a complaint we will:
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We will contact you to talk about the problem. This person will be from the Appeals Panel.
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We will help you to understand what is happening at every stage.

If at any time you would like to stop the complaint, you can do this by speaking to Louise.  She  will put this in writing for ARC.  She will also give you a copy for your records.
Our promise to you
Ensure you are treated fairly and you receive appropriate support throughout the complaint.
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ASSOCIATION FOR REAL CHANGE

NORTHERN IRELAND

COMPLAINTS FORM

	Your Name
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	Your address and postcode
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	Your telephone number
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	Your email address
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	This is a:
Please tick
	Complaint (   FORMCHECKBOX 

	Compliment ( FORMCHECKBOX 

	Suggestion 💡  FORMCHECKBOX 



Please write about what you want to tell us.

Continue overleaf and on a separate sheet if necessary

	Your signature
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	Date
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FOR OFFICE USE ONLY

Date received at ARC (NI), Belfast Office:





 / 
 / 


Actioned by:









 / 
 / 

Date complainant informed of the complaint outcome:




 / 
 / 

A complaint is when you feel unhappy about a service.








You can.


A family member or friend.


A carer.


An advocate.











What should I do if I am unhappy?








Tel: 028 9038 0960








You can also email: 





leslie-anne.newton@arcuk.org.uk











PRIVATE & CONFIDENTIAL


Appeals Panel


ARC House


Marsden Street


Chesterfield


S40 1JY








Telephone:  01246 555043





You can also email: 


� HYPERLINK "mailto:maire.gallagher@arcuk.org.uk" �maire.gallagher@arcuk.org.uk�











Let you know we have received your complaint letter within 10 working days.








We will look into the problem.








When mistakes happen we will acknowledge them, apologise, explain what went wrong and put things right quickly and effectively.





Ensure that we listen and learn from what you say if you complain about services. 
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