[image: Noor Family Services]
CUSTOMER FEEDBACK POLICIES AND PROCEDURES

1. Purpose 
This policy document provides information to customer and legal services clients and staff regarding submission and management of client feedback and improvement requests. It applies to all customer and legal services clients’ feedback associated with programs and services of Noor Family Services.

2. Scope
 This policy will apply wherever a code of conduct, policy and procedures document or set of instructions outlining appropriate steps to take in the case of customer feedback or improvement requests does not exist.

3. Definitions 
Customer – Any person served by Noor Family Services other than legal services.
Client – is defined as being any legal services client.
Staff- anyone employed or contracted by Noor Family Services.

4. Policy Statement
Noor Family Services encourages feedback from both internal and external customers. Noor Family Services shall ensure that clients and staff are provided with the opportunity to submit feedback and improvement requests regarding the services provided by Noor Family Services . Noor Family Services will conduct regular feedback sessions with participants of programs and services, which may take the form of surveys, group sessions, focus groups or evaluations. Noor Family Services will review all feedback received and act accordingly.	Comment by Noor Family Lawyer: How often? Quarterly? Bi-annually?

5. Policy Responsibility 
It is the responsibility of the Grant Manager, in consultation with the Executive Director, to ensure that this policy document is regularly reviewed and to ensure the most current approved version is available online and publicly available. The Grant manger shall disseminate any revised policies, and such policies shall be updated to include the revised release date. Staff shall endeavor to use the latest published policy.

6. Monitoring and evaluation 
These procedures will be reviewed, annually, in June of each year.

7. Lodging Feedback 
All Customer feedback and improvement requests shall be in writing and may be provided via:
 • Client Feedback Form which is available online.
 • Client enquiry or request link located within Contact Us section of Noor Family Services website (www.NoorFamilyServices.org) or 
• Using the corporate e-mail address (Info@Noorfamilyservices.org) 
Once completed the form should be deposited in the ‘Feedback/Suggestion Box’ located in office or online.	Comment by Noor Family Lawyer: Can we make it so that all forms go to the info@noorfamily services email?
Upon receipt, the Outreach Coordinator shall register the feedback and refer to the Executive Director.

8. Response to Customer 
On a monthly basis, the Executive Director will review the feedback with the staff. After the review, the person responsible for each program area (Legal, Housing Support, Outreach, Intake, Social Services) shall draft a response within five (5) business days for review by the Executive Director.
Upon approval, a response will be sent from the office of the Executive Director with a copy of the response retained in an electronic file established for said communications.

9. Unsatisfactory Outcomes 
If a customer is not satisfied with the outcome they can submit a counter response to the National headquarters office, who will investigate the matter and provide a written response within one (1) month. A copy of all further documentation is to be provided to the Area Manager for placement within the relevant drop box container.	Comment by Noor Family Lawyer: We do not have a national HQ. Should this then be sent to the board?

10. Record Keeping 
All original Client Feedback Forms are scanned into the relevant reporting platform by the EXECUTIVE DIRECTOR, along with a copy of the written response to the client and any other relevant reports or documents. Details of reports submitted at the Noor Family Services Executive Meeting are to be added to minutes.	Comment by Noor Family Lawyer: The ED is not going to do this. This should be done by the person collecting the forms.
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