Complaints Policy and Procedure

At PALS we want everyone to be happy with the services we provide our young people.

We hope we never give you cause for complaint, but if you do feel you need to raise
something with us, please be assured we will treat your complaint fairly.

We views complaints as an opportunity to learn and improve for the future, as well as a
chance to put things right.

Frontline responses

If you wish to make a complaint, please talk to a Trustee or a Parent Volunteer (PV).
We will try to understand the nature of the complaint and what is required fo resolve
this.

If appropriate we will issue an apology and take appropriate action there and then.

If we cannot resolve the complaint on the spot, we may ask you to contact us separately
regarding this. See below for contact details.

Stage One

A Stage One complaint response is for more straightforward complaints and we aim to
respond to these within one week of receipt.

You can expect a Stage One response from an individual Trustee.

Stage Two

If a complaint is complex in nature and/ or will take more time to investigate, a Trustee
can designate it as a Stage Two complaint. We aim to respond to these within one month
of receipt.

Stage Two can also be used for appeals to Stage 1 complaint responses.
Stage Two complaints will be considered by and responded to by PALS Board.

The decision taken at this stage is final, unless the Board decides it is appropriate to
seek external assistance with resolution.



Escalation

You can of course relay your complaint to regulators such as OSCR at any time. PALS
Board will consider any formal approaches by regulators timeously.

Further information on how to raise a concern with OSCR can be found on their website
at: https://www.oscr.org.uk/raise-a-concern/

Contact Details for Complaints

If we ask you to put your complaint in writing, please kindly do so. This will give us the
best chance to understand and resolve your complaint.

When contacting us, please give us as much information as possible, including what you
expect as a resolution fo the complaint.

Written complaints may be sent o PALS at 10 Netherwood Place, Cumbernauld, G68
9LA or by e-mail to info@playandlearningsupport.co.uk.

Verbal complaints may be made by phone to 07471912162 (PALS Contact number) or in
person to any Trustee or to a PV present at any of our activities.
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