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Complaints Policy

Policy Overview

Wellbeing Solutions is committed to providing excellent service and maintaining transparent
communication with all our customers and stakeholders. The Complaints Policy outlines our
approach to managing complaints effectively and efficiently, ensuring that all concerns are
addressed promptly and appropriately.

Scope

This policy applies to all stakeholders, including customers, employees, suppliers, and any other
parties associated with our organisation. It covers complaints related to our products, services,
employees’ conduct, and any other aspect of our operations.

Definitions
Informal Complaints: Feedback is provided to Wellbeing Solutions, however no specific consent is
provided so responses can only address our procedures, and no specifics.

Formal Complaints: Feedback is provided to Wellbeing Solutions with full consent to investigates
and feedback on specifics of an individual's case. Complaints regarding aspects any other aspect,
outside of individuals, will be regarded as a formal complaint.

Concerns: Feedback is provided to Wellbeing Solutions that does not require investigation;
however, it is still reviewed internally by the relevant parties for any learnings.

Principles

1. Accessibility — We aim to make our complaints process easily accessible to all stakeholders
through multiple channels, including but not limited to, phone, email, in-person, and online
platforms.

2. Fairness — We treat all complaints impartially and with respect, ensuring that every individual’s
concerns are heard and addressed without prejudice.

3. Confidentiality — We maintain strict confidentiality throughout the complaints handling process,
respecting the privacy of all involved parties, unless disclosure is required by law.

4. Timeliness — We acknowledge complaints promptly and strive to resolve them in a timely
manner.
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Transparency — We maintain transparency by providing clear information about our complaints
process, including how complaints are handled, escalation procedures, and expected timelines
for resolution.

Continuous Improvement — we view complaints as opportunities for improvement. Feedback
gathered through the complaints process is analysed to identify systemic issues and implement
correct actions to prevent recurrence.

Procedure

1.

Submission of Complaints - Complaints can initially be submitted through any channel,
including email, phone, in-person & online platforms. For formal complaints, we will require the
Wellbeing Solutions Feedback Form to completed with all the relevant details, such as the
nature of the complaints, the parties involved, and the consent of the individual to investigate
and feedback where an organisation is submitting on behalf of a service user. All completed
forms, along with any individual consent (in writing from the individual), must be submitted to
feedback@wsm-wellbeing.co.uk

Initial Assessment - Upon receipt of an email to feedback@wsm-wellbeing.co.uk an automatic
response will be issued to inform of the 5 working day timeline to resolve the complaint. The
complaint submitted will be promptly assessed to determine is severity and the department
which will need to investigate.

Investigation — Complaints will be investigated thoroughly and impatrtially by the designated
personnel with the necessary expertise. Additional information may be requested from the
complainant or other relevant parties if needed.

Resolution — Once the investigation is complete, efforts will be made to resolve the complaint
satisfactorily. This may involve corrective actions, apologies, or other appropriate remedies as
deemed necessary. The resolution will be emailed to the party who raised the complaint,
resolution emails will not contain any specific details of any internal disciplinary action taken as a
result of the complaint.

Communication — If for any reason it is expected that the investigation will take longer than 5
working days, communication will be maintained with the complainant to provide updates on the
status of their complaint.

Escalation - If a complaint cannot be resolved at the initial stage, it will be escalated to higher
levels of management or specialised teams for further review and resolution.
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