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Compliments and Complaints Procedure

Here at CDKL5 UK, we really value the comments and suggestions of our supporters
and volunteers. If you think what we are doing and how we are doing it is worth
commending, then we would love to hear from you!

Equally if you have any concerns or if you are dissatisfied with any aspect of our
work, our services or our communications, we want to hear from you too.

This policy outlines how you can get in touch with us.

We will always aim to

Treat your comments seriously and respectfully

e Deal with your comments and suggestions promptly, as long as they are
within our control

e Give you relevant information where appropriate

How to submit compliments and positive feedback

You can submit your compliments and positive feedback to admin@curecdkl5.org.

How to submit complaints and issues

If you have a complaint or problem, we urge you in the first instance to resolve the
issue informally with the service or person concerned. They will often be able to put
things right and, apologise where needed, and provide you with the information you
need quickly and simply.

However, if you do not feel comfortable doing this, or if you feel your issue has not
been resolved via this route, you can make a formal complaint. To do this, please
write to: Henleaze Business Centre, Henleaze House, 13 Harbury Road, Henleaze,
Bristol, BS9 4PN. Please mark the envelope ‘Confidential: For the attention of the
Chair of CDKL5 UK.
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When making your complaint, please state clearly:

What your problem or complaint is
Your name

Address

Email

Telephone number (optional)

Responding to your complaint

We will acknowledge receipt within seven days of receiving your complaint letter, and
will seek to resolve your complaint as soon as possible, so it is important you provide
us with your contact details. If your complaint requires investigation, you will receive
a considered response within 21 days. If this is not possible, the Chairperson will let
you know when to expect a full response.

All complaints will be treated with an appropriate degree of confidentiality and
information will only be shared with other Board members, staff and volunteers as
completely necessary to assist with the investigation.

How to make a complaint about CDKL5 UK to an
external regulator

All charities are subject to regulation by organisations that will take up complaints
where:

e The regulator considers there is a serious risk of significant harm to or abuse
of the charity, it's assets, beneficiaries, reputation, and,

e The regulator decides that it needs to intervene to protect the charities
beneficiaries, assets or reputation

If you feel you have an issue that meets these criteria you should contact:

The Charity Commission in England and Wales by telephoning 0845 300 0218, or
writing to Charity Commission Direct, PO Box 1227, Liverpool, L69 3UG or by e-mail
via the Charity Commission website here.

If your complaint concerns fundraising, you will need to contact the Fundraising
Standards Board by writing to: Fundraising Standards Board, 61 London Fruit
Exchange, Brushfield Street, London, E1 6EP or you can phone 0845 402 5442.
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