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Eastleigh Good Neighbours Client’s Complaints Procedure

1. Eastleigh Good Neighbours will make every attempt to resolve the problem informally through discussion. 

2.  A formal complaint must be made in writing to the Chair of Eastleigh Good Neighbours. 

3. Telephone complaints must be confirmed in writing. 

4. The Chair will acknowledge receipt of the complaint within seven days. 

5. The Chair will discuss the complaint with the Eastleigh Good Neighbours client involved, and agree a strategy for investigating the complaint. The complainant should have the right to explain the complaint in person and be accompanied for support. 

6. Complaints will always be brought to the attention of Eastleigh Good Neighbours Committee for information. 

7. The Chair will let the complainant know the result of the investigation as soon as possible; usually this will be within 21 days of the receipt of the complaint. 

8. Where appropriate Eastleigh Good Neighbours will formally apologise in writing to the complainant. In any event the outcome of the investigation will always be set out in writing for the complainant. 

9. The Chair will keep a record of all complaints made to Eastleigh Good Neighbours, including how these complaints were dealt with and how they were resolved. 

10. All complaints from clients will be considered extremely carefully and investigated fully in a confidential manner.
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