Dyslexia Unlocked’s Complaints & Feedback Policies and Procedures  
The aim of this document is to outline our policies and procedures for clients, customers and members of staff who may wish to comment, complain or compliment Dyslexia Unlocked about our services.

Policy
At Dyslexia Unlocked we welcome and encourage feedback about our services and the people who provide them. We view this information as a tool to be able to constantly strive to enhance the service we provide.  
We will endeavour to provide clients, customers and members of staff with an understanding of the services offered and a procedure for making suggestions about improving them.

We are keen to achieve the highest levels of customer satisfaction. If, however, on any occasion our service does not adhere to the level of service we strive to achieve and our clients’ needs and expectation have not been met, we have outlined below the procedure for addressing these concerns with the assurance that these will be looked into objectively.  
We will:
* Respond to all Stage 2 written complaints, on our Complaint Feedback Form within 2 working days of receipt.

* Provide regular feedback on progress where it is appropriate to do so.

* Ensure all Dyslexia Unlocked personnel are familiar and compliant with our policy and procedure.

* Review this policy regularly, and amend when necessary and appropriate. 

Procedure
The procedure is to be followed in the event of a comment or complaint about a member of staff or anyone representing Dyslexia Unlocked, including freelance service providers.

Stage 1: Informal complaint 

When appropriate, the complainant should initially raise their concern directly with the person responsible for the matter, or his or her manager.  
If after an initial concern has been raised and no amicable resolution has been arrived at, the complainant should follow the second stage of this procedure by raising a formal complaint.

Second Stage: Formal complaint or comment

Where the client wishes to make a formal complaint the following procedure must be followed:

1. The complainant must complete a Client Feedback Form available by email or post from Shobha Coutinho of Dyslexia Unlocked at the contact details given below. 

2. The form should be requested, completed and returned as soon as the matter arises to avoid any delays which could hamper the investigation and outcomes.  The complainant will receive an acknowledgement of receipt of the form by Dyslexia Unlocked within two working days.

3. Shobha Coutinho will investigate the complaint.  The investigation will normally be completed within five working days of receipt.

5. The outcome of the investigation will be communicated to the complainant within ten working days of the complaint being received by Dyslexia Unlocked.

Appeals
If the complainant wishes to appeal against the outcome of the investigation he or she must submit the grounds for their appeal in writing within five working days of receiving the letter confirming the outcome.

Following a review by Shobha Coutinho, the outcome will be communicated to the complainant within ten working days of receiving an appeal letter.

For complaints made against a member of staff not regulated or registered by a professional organisation the appeal decision will be final.

If the complainant wishes to appeal against a final decision about a member of staff regulated by, or registered with, a professional organisation they may raise the matter later through the appropriate professional or registration bodies’ Code of Conduct and/or Complaints Procedure. Further details of these can be obtained from Dyslexia Unlocked.  In exceptional circumstances Dyslexia Unlocked may appoint an independent arbitrator to investigate and adjudicate on the matter.
Shobha Coutinho

Dyslexia Unlocked

5 Grove Close, TN11 0GY

E:  info@dyslexiaunlocked.org or M: 07789781774
