AutAngel Complaints Policy

Title AutAngel Complaints Policy

Creation date 2016-11-18

Last update 2025-01-06

Review date 2027-01-07

Version 1.2

Signed Laura Williams, Nikki Holloway, Carrie Steers

If you have a complaint about AutAngel we want to hear about it, and we will do
our best to put it right.

We have the following goals:
« To deal with complaints fairly, efficiently and effectively
e To ensure that all complaints are handled in a consistent manner
o To use complaints constructively in the planning and improvement of
services.
Who can complain?
Anyone who is:
o Receiving a service from AutAngel
o Caring for someone who has a complaint
o Working in partnership with AutAngel
How to complain

Many complaints can be resolved informally. In the first instance, speak to the
person concerned if you feel able to.

If you complain in person, you are welcome to have someone else with you to
support you.

If the matter is not resolved or you do not wish an informal solution, you may
pursue a formal complaint, in which case, write down your complaint and give it
to us by one of the following means:

e By hand to any director
e Email it to info@autangel.org.uk
e Post it to AutAngel, 105 Pound Lane, Reading, Berkshire, RG4 6GG.



mailto:info@autangel.org.uk

What Happens Next?

You will receive acknowledgement of your complaint within one week.

You may be contacted to make sure that we have understood your complaint
properly.

We may need to speak with you in person in order to make sure we fully
understand your complaint and have all the information we need to investigate it.

You are welcome to have someone else with you to support you during the
meeting.

We will aim to resolve the complaint within 28 days. If this proves impossible, we
will send you an update within 28 working days of receiving your complaint.

In all cases, a complaint will be given full and fair consideration.



