ASH SCOTLAND

EXTERNAL COMPLAINTS PROCEDURE

ASH Scotland is committed to ensuring all aspects of its work and services are carried out to the highest possible standards and it regularly evaluates and monitors its work and services to ensure that this is the case.

ASH Scotland accepts that there may be occasions when these standards are not achieved and individuals/organisations may wish to raise their dissatisfaction with the organisation.
Misunderstandings or difficulties can often be sorted on an informal basis.  Please speak to the individual or manager of the Section you have been dealing with to see if your complaint can be resolved by an informal discussion.  The individual should advise their manager or Section Director that a complaint has been raised.
If you still feel your issue has not been satisfactorily resolved, you may follow the Formal Complaints Procedure.

Formal Complaints Procedure
If you are an individual or organisation who wishes to raise a complaint regarding any aspect of ASH Scotland’s work, services or administration (hereupon called the complainant) , the following procedure should be followed:-
1.
All complaints should be made direct to the Chief Executive in writing and receipt of the complaint will be acknowledged within 5 working days.

2. The Chief Executive will undertake an investigation into the issues raised and will communicate ASH Scotland’s response to the complainant within 10 working days of receipt of the initial letter.

3. If the Chief Executive’s response is not acceptable to the complainant, then they have the right to ask the Board of ASH Scotland to investigate.
The request should be made in writing to the Chair of the Board.
4. Any such request to the Board will be dealt with at the next meeting of the Board (held bi-monthly).

5. The Board’s decision will be notified to the complainant within 5 working days of the Board meeting.   The Board’s decision is final.
Variations to this timetable may be necessary due to certain circumstances.   If this is the case, the complainant will be notified in writing of the reason for the change in timetable and the revised timetable proposed.

