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Step one: contact the service directly

If you want to comment or complain about a particular Greenwich Mencap
service, staff member or trustee you should contact the service directly in
the first instance

Please leave a message on 020 8305 2245 if you are unsure which service area
to contact.

If the problem is not resolved to your satisfaction or you cannot find a
contact, move to Step Two.

Step two: make a formal complaint

You can either:
+ Write directly to a particular service area Manager,
or
« complete of our Customer Complaints forms.

If you are unsure who to complain to call 0208 305 2245 ext 1

Step three: what do we do about your formal complaint?

* We will try to confirm that we have received your complaint within five
working days.

* We will forward your complaint to the manager of the service concerned.

* The manager will normally send you a full written reply within 15 working
days of getting your complaint.

Step four: if you are not happy with your reply

If you are not happy with your reply, you can ask for your complaint to be taken up
by the Director of services. The Director of services will:

e Confirm that they have received your complaint within five working days.



« Send you a full written reply within 20 working days.
Step five: if you are unhappy with the second response to your formal complaint

* The Director of services will tell you how you can appeal to the Chair of the
Greenwich Mencap Board of Trustees. You should appeal within four
weeks of receiving the second response to your complaint.

* The Chair will investigate your complaint for a final time. You will be informed
that the Chair has received your complaint within five working days.

» The Chair will send you a full written reply within 30 working days.

Review of Policy or Procedure

Greenwich Mencap reserves the right to amend or revise the policy above in
accordance with changes in the law and changes in codes of practice.
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