Complaints Procedures


	Handling complaints properly can provide a positive benefit to (Qdos) Accident Assistance Limited.  If a complaint is handled well, Qdos could have a more satisfied Customer than it had before.
Customers who complain provide information that may be used to improve products and standards of service, especially where a complaint indicates that these have not met Customers’ expectations.

Benefits and cost savings can be achieved by the avoidance of complaints and ensuring that Qdos follows an appropriate complaints handling mechanism.
· Qdos will aim to ensure that Customers’ feel satisfied with the way their complaint has been handled.

· Qdos will obtain sufficient information about a complaint to enable all staff to learn from mistakes and prevent recurring problems.

· Qdos will treat all complaints consistently, even if the individual complaint may appear to be based on an unrealistic expectation of what Qdos can realistically do.
· Qdos will offer maximum co-operation with local consumer advisers and any other persons or organizations consulted by the Customer in relation to a complaint.
What is a Complaint?

Qdos has elected to adopt the ‘Definition of a Complaint’ as 

“Any expression of dissatisfaction, whether justified or not, involving an allegation that the complainant has suffered, or may suffer, financial loss, material distress or material inconvenience”

Oral Complaints

Where a complaint has been made orally, Qdos will, for the sake of clarity and record keeping purposes, provide the complainant with an Acknowledgement of Complaint Letter summarizing the issue(s) which Qdos will be investigating.  (This letter must be sent within 5 days of receipt of the complaint)
Oral Complaints resolved immediately
These complaints require no acknowledgement or other formal paper work to be sent to the Client, however, an internal record of the complaint should be retained in the log.

Complaints Procedures

At the Point of Sale Clients are to be informed by Qdos of
· Procedures for handling complaints and that,

· Approved Dispute Resolution Facilities are in existence
As soon as Qdos becomes involved it must provide Clients with written details of the Complaint Handling Procedures
Written details must include and explanation of

· How Customers can complain

· Qdos’ Complaints Policy outlining their commitment to, and procedures for dealing with Customers’ complaints and;

· Details of any Approved Dispute Resolution Facilities to which Customers may refer should they remain dissatisfied after a complaint has been considered by Qdos’ initial complaints procedures.
Qdos must enable Customers to complain

· At any time during the handling process and,

· Accept complaints orally and in writing

Qdos must 

· Acknowledge all complaints within 5 Business Days of receipt of 
Complaint 
· Advise Customer who will be dealing with the Complaint and,

· When the Customer can expect to receive a response
Complaints Received which do not relate to any product provided by Qdos and which should more appropriately be referred to another Member  

of organization
· Qdos must advise the Customer with 5 Business Days of receipt of the complaint and where possible

· Provide details of  to whom the complaint should be directed

Designated Staff of Qdos may be able to respond to a complaint immediately, for example where a complaint is made orally to the member of staff, having the experience and authority to deal with the complaint.

It this is not possible
· a written response must be given within 20 Business Days of receipt of the complaint unless
· the complaint is sufficiently complicated to warrant longer investigation

· it requires review of information from a third party, in which case the Customer must be advised accordingly
Designated staff response must either
· accept the complaint and offer compensation where appropriate or, other form of redress;

· reject the complaint giving full reasons for doing so; or,

· it can be a combination of  the above
When a response cannot be given within 20 Business Days, the Customer 

must be informed in writing ~
· the reasons why Qdos has been unable to resolve the complaint and needs more time to do so and;

· when they can expect to receive Qdos’ final response

Customers’ right to refer to an Approved Dispute Resolution Facility

· If a Customer of Qdos is unhappy with a complaint response Qdos must inform their Customer of the Customer’s right and ability to refer the matter to An Approved Dispute Resolution Facility.

Qdos will have appropriate ‘Management Controls’ in place to ensure that complaints are handled promptly, fairly and consistently and at a suitably senior level.

Qdos will ensure that

· all appropriate employees know what to do on receipt of a complaint and are aware of Qdos internal complaints procedures

· designated employees are empowered to deal with complaints and have authority to make binding decisions on behalf of Qdos
· complaints are dealt with by employees with the appropriate experience who are, wherever possible, independent of the Employee(s) who originally dealt with the Customer

· employees will be given clear guidelines on
· when complaints must be referred elsewhere

· to whom they should be referred

· the types of complaints which are outside their scope of authorisation

· what to do if a Customer does not accept a proposed solution

· complaints are investigated promptly and thoroughly

Monitoring

Effective monitoring of complaints can provide useful information to identify recurring problems or areas of Qdos activities that can be improved upon.

Qdos will ensure that records of complaints are monitored regularly so that recurring problems are identified and corrected within an appropriate period of time, having regard to the nature of the problem identified.

Complaint Records

All complaints must be recorded and documented.   Qdos will record data about the number and type of complaints they received for internal use and for monitoring purposes.   The records must include information about;

· the number of complaints received;

· a breakdown of the subject matter of the complaints

Retention of Records

Records of complaints must be kept for at least 2 years from;

· the date of acceptance or redress

· the date of final response

Access to Complaints Files

Qdos will provide the Regulator with access to their complaint files in the course of a monitoring visit and/or investigation in order that the Regulator may check Qdos’ complaints procedures are being operated in accordance with the accepted practices.
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