NEAD Complaints Procedure
Introduction
NEAD is committed to providing high quality services to all its clients working in a open and supportive way.  We aim to resolve complaints quickly, fairly and effectively.  One of the ways that we can continue to improve the services we can provide is by listening and responding to your views. If you are unhappy about the services that we provide to you, we want to hear about it. Without your feedback we cannot improve.    
NEAD recognises that the majority of concerns raised will be informal, and we aim to deal with these quickly.  In the first instance we would expect any complaint to be raised directly with the member of staff concerned. However, if concerns cannot be satisfactorily resolved informally, then the formal complaints procedure should be followed. 

Formal Complaints Process 

1. Any complaints received will be logged by the NEAD Manager. You will be sent a letter within two weeks confirming that the complaint has been received and how your complaint is being dealt with. 
2. Any client who has a complaint should, in the first instance, raise the issue in writing to the attention of Kaja Holloway, NEAD Manager, Charing Cross Centre, 17-19 St John Maddermarket, Norwich NR2 1DN, telephone 01603 610993, email kaja@nead.org.uk
3. The NEAD Manager will appoint an investigating officer and depending on the outcome, the NEAD Manager will decide what, if any, action is necessary to put things right and where necessary will implement a review of our procedures to ensure that this problem does not occur again.
4. If a complaint is against a NEAD employee the employee will be informed of the support services available to them. The employee involved in the complaint will be written to and invited to attend an investigation meeting. The employee has the right to be accompanied to the meeting by a work colleague or Trade Union representative. The employee will be asked to sign a copy of the meeting notes in order to confirm their accuracy. These notes will be attached to the investigation report as an appendix.
5. If the complainant is dissatisfied with the outcome of the investigated complaint, they have the right to appeal the decision by raising the matter direct with the NEAD Chair of Trustees, in writing within ten working days of the reply, stating why they are dissatisfied with how their complaint was handled. 
If your complaint is about the NEAD manager, the complaint will be dealt with directly by the NEAD Chair of Trustees, contacted via the above address.
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