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Unit 4, Aylesbury Business Centre

Chamberlain Road

Aylesbury

HP19 8DY

Tel. 01296 429975

patdodge@fnhospice.orguk
www.fnhospice.org.uk
COMPLAINTS PROCEDURE

Florence Nightingale Hospice Charity and Florence Nightingale Hospice Shops are committed to a high standard of service to all our customers and supporters. We accept that however hard we try we will not always get it right and therefore we welcome and value constructive comments and criticisms.  If you feel dissatisfied with any part of our service, we would like to offer help to resolve the issue of concern.

Please let us know your dissatisfaction straight away if possible, ideally within a matter of days but preferably no later than 4 weeks following the incident. 

At any time you may raise an issue informally and are invited to contact the Chief Executive on 01296 429975 to voice your concerns. Should you prefer to make a formal complaint then the following procedure will take effect

How to Complain

Complaints should be addressed to Ms Pat Dodge, Chief Executive at the above address and in writing. In the first instance we aim to:

· Acknowledge your complaint within 2 working days of receipt.

· Look into and respond to your complaint within 20 working days of the date when you raised it with us.

When we look into your complaint, our purpose is to:

· Find out what happened and what went wrong

· Make it possible for you to discuss the problem with those concerned, if you would like to do so.

· Make sure you receive an apology where this is appropriate

· Identify what we can do to make sure the problem does not happen again.

Further action:

Following the above actions and an upheld complaint, you will receive a letter from the Chief Executive asking if you feel satisfied with the actions taken. If you continue to feel dissatisfied with our response, you may discuss the matter further with a member of our Board of Trustees. This request should be put in writing to the Chief Executive who will arrange for a Trustee to contact you.
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