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[bookmark: purpose]1. Purpose
Human Aspect Fieldwork Ltd is committed to providing high-quality services to clients, research participants, healthcare professionals, suppliers, and business partners.
This policy outlines the process for receiving, investigating, and resolving complaints fairly, consistently, and promptly.

[bookmark: scope]2. Scope
This policy applies to complaints relating to:
· Participant recruitment
· Project delivery
· Incentive payments
· Data protection matters
· Staff conduct
· Supplier interactions
· General service quality

[bookmark: how-to-make-a-complaint]3. How to Make a Complaint
Complaints may be submitted:
Email: hayley@human-aspect.com
Post: Human Aspect Fieldwork Ltd
Church Cottage
Church Lane
Hepworth
IP22 2PU
Complaints should include:
· Name and contact details
· Description of the complaint
· Relevant dates
· Supporting information where available

[bookmark: complaint-handling-process]4. Complaint Handling Process
[bookmark: stage-1-acknowledgement]Stage 1 – Acknowledgement
Complaints will be acknowledged within as soon as possible, at the latest within five business days.
[bookmark: stage-2-investigation]Stage 2 – Investigation
Human Aspect will:
· Review available evidence.
· Interview relevant personnel if required.
· Assess facts objectively.
· Identify any corrective actions needed.
[bookmark: stage-3-response]Stage 3 – Response
A formal response will normally be issued within 20 business days.
Where investigations require additional time, complainants will be updated.

[bookmark: outcomes]5. Outcomes
Possible outcomes include:
· Explanation or clarification
· Apology
· Corrective action
· Process improvements
· Referral to senior management

[bookmark: escalation]6. Escalation
If the complainant is dissatisfied with the outcome, they may request review by the Managing Director.
The Managing Director’s decision will be final.

[bookmark: complaint-records]7. Complaint Records
Human Aspect will maintain records of:
· Complaints received
· Investigations conducted
· Actions taken
· Resolution outcomes
Records will be retained in accordance with the Data Retention Policy.

[bookmark: continuous-improvement]8. Continuous Improvement
Complaint trends will be reviewed periodically to identify opportunities for service improvement.

[bookmark: policy-review]9. Policy Review
This policy shall be reviewed annually.
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