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Customer Feedback Policy & Procedure



1. Purpose 
This policy document provides information to customers and staff regarding submission and management of client feedback and improvement requests. It applies to all customer 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 
Client – is defined as being any applicant, patron, or participant in any Noor Family Services or service. 
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 will ensure that clients and staff are provided with the opportunity to submit feedback, and improvement requests about 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.

5. Responsibility 
It is the responsibility of the user of the document to ensure that the most current version is being applied. It is the responsibility of corporate headquarters to ensure that this policy document is regularly reviewed and to ensure the most current approved version is available online and publicly available. The management is responsible for processing and recording all Customer Feedback and Improvement requests received. Allocation of Customer Feedback and Improvement requests to ensure appropriate action is the responsibility of management.

6. Monitoring and evaluation 
These procedures will be reviewed three years from the date of implementation, or earlier should a review be warranted.

7. Lodging Feedback 
All Customer feedback and improvement requests should be in writing and can be lodged via:
 • the 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.
The Executive Director has responsibility for reviewing these forms.
 The Outreach Coordinator will register the feedback and refer it to the ED.


8. Response to Customer 
Where contact details have been provided by the customer, the EXECUTIVE DIRECTOR will ensure that the person lodging the feedback receives a written response within one month of the feedback being registered. The Area manager will place a copy of the response with the original feedback and save into the relevant drop box container. Where the feedback is made in relation to the area of responsibility the Manager will obtain a report and ensure that a written response is forwarded to the EXECUTIVE DIRECTOR. A copy of the feedback received and response will be forwarded to the National office.

9. Unsatisfactory Outcomes 
If a customer does not receive a response from the manager/POC or 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.

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.
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