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PAC-UK aims to provide high-quality services that meet our service users’ needs. By telling us how we are doing, you can help shape these services in the future.

All your views, whether positive or otherwise, are important to us, as we are committed to improving the services we provide.
Comments 
If you have any views or suggestions you want to share with us, you can contact us in a number of ways.

Write to or phone the relevant member of staff you are dealing with or
· E-mail advice@pac-uk.org. 
· Tel. 020 7284 0555 (London) 0113 264 6837 (Leeds)
· Fill in the form on our website www.pac-uk.org
· Fill in the attached form and return it to: 

PAC-UK
5 Torriano Mews
Torriano Avenue
London

NW5 2RZ

In cases where the matter is a comment about a part of the service, the Registered Manager will make enquiries and write to you within 10 working days to explain any necessary action that has been taken to bring about change.
Compliments  
If you think we have done something well, we would like to recognise this so that other services can follow the example. Please contact us in any of the above ways. We will record your compliments and the Registered Manager will write to you to let you know that they have been passed on to the relevant member of staff.

Positive feedback helps PAC-UK to secure funding for the services it offers.  If you are willing for your comments to be used anonymously in our publicity and funding applications, please tick this box  FORMCHECKBOX 

Complaints 
If you have a complaint about a service you have used or a service which we have not provided, or about a worker, you should express your concerns to the person with whom you are involved, or any other member of PAC-UK staff, and it will be brought to the attention of the worker’s line manager.  Every effort will be made to listen to you, to understand your complaint and to seek a speedy resolution within 15 working days. This is called an Informal Resolution. 
Formal Resolution Stage One: if you are still not satisfied, ask for your complaint to be forwarded to the Registered Manager. The Registered Manager will send you an acknowledgement and assign a manager to investigate your complaint. The investigating manager will contact you and all those involved in the complaint and conduct a thorough and independent investigation.  They will discuss their findings with the Registered Manager and write to you, within 25 working days from receipt of your formal complaint.

Formal Resolution Stage 2: If you remain dissatisfied, you must make a request, within 28 days of receiving the above findings, that your complaint be sent to the Chair of the Board of Trustees. He/she will appoint an appropriately skilled and experienced Independent Investigator, who will carry out investigations and submit a report to the Staffing Sub Group of the Board of Trustees.  
They will consider the report at their next meeting and 
make a decision and any recommendations considered appropriate. They will write to you and all parties concerned within 10 working days following their meeting.  
If the final decision of the Trustees is not acceptable to you, you may pursue your complaint through the registered authority, Ofsted, or through the Charity Commission (see contact details below).

For a copy of our complaints procedure, please contact us.
	Ofsted

Piccadilly Gate

Store Street, Manchester

M1 2WD

Tel: 0300 123 1231
	The Charity Commission
PO Box 1225
Liverpool
L69 3UL


Tel. 0845 300 0218


Name: 
……………………………………
Address and postcode: 
……………………………………………
……………………………………………………
……………………………………………………
……………………………………………………
Daytime landline tel. number: 
.……………………………………………………

Daytime mobile tel. number: 
..……………………………………………………

Date: 
…..…/…………………/….……….

Name of the person at PAC-UK dealing with your case (if known):
…………………………...…………………………
What would you like to tell us about? (please tick)

Comment  FORMCHECKBOX 
  Compliment  FORMCHECKBOX 
 or Complaint  FORMCHECKBOX 

Please give details of your comment, compliment or complaint.
……………………………………………………
……………………………………………………
……………………………………………………
……………………………………………………
……………………………………………………
……………………………………………………
……………………………………………………
……………………………………………………
……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………
……………………………………………………

……………………………………………………

Please continue on another sheet if necessary.

If you are making a complaint, please explain how we could have done things differently to help you.

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………
……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………

……………………………………………………
	Please send the completed form to:


	PAC-UK
5 Torriano Mews

Torriano Avenue

London

NW5 2RZ
	Tel: 020 7284 0555 
Fax: 020 7482 2367

Email: advice@pac-uk.org 
   



PAC-UK is a registered charity no. 294998. 
Registered in England and Wales no. 2040322. 
Registered Adoption Support Agency no. SC06698.
Ofsted registration no. F570002641
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Helping us to shape future services
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