Complaints Procedure

BPDWORLD is committed to providing a quality service and achieving the highest standards of conduct. One of the ways in which we can continue to improve our service is by listening and responding to the views of our users and volunteers. 

Therefore we aim to ensure that: 
1. Making a complaint is as easy as possible; 

2. We treat as a complaint any clear expression of dissatisfaction with our service which calls for a response; 

3. We treat every complaint seriously 

4. We deal with it promptly and politely. 

5. We respond in the right way - for example, with an explanation, or an apology where we have got things wrong, or information on any action taken etc; 

6. We learn from complaints, use them to improve our service, and publish information on complaints - for example, in our Departmental Report. 

How do you make a complaint? 

You can make a complaint in writing. Please include as much information as possible to help us deal with your complaint fully and provide a full postal address to enable us to respond to your complaint. All complaints, in the first instance, should be addressed to a senior member of staff at the following address: 

BPDWORLD 
28 Wood Street, 
Huddersfield, 
HD1 1DU

What happens next?

We will reply to you within 21 days from when we receive your complaint. If it is not possible to give you a full reply within this time - for instance, because a detailed investigation is required - we will give you an interim response, telling you what is being done to deal with your complaint, when you can expect the full reply and from whom. That full reply will include details of who to contact next if you believe that your complaint has not been dealt with properly. This will normally be the chairman. If you are still dissatisfied and decide to contact the chairman please do so in writing within 14 days, who will investigate the complaint together with the initial response from the senior staff. A reply will be sent within 21 detailing the outcome. At all stages you will be kept fully informed of how the investigation of your complaint is proceeding. 
Please be aware the charities commission is not an entity that is able to investigate complaints about the general management of the charity. They are mainly there to safeguard the charities finances. For more information on which complaints they are able to get involved with. Please visit:

https://www.charitycommission.gov.uk/publications/cc47.asp#4
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