
How We Deal With Your 
Service Provider Complaint                                              

You complain 
to us

Will we take your
complaint forward?

YESNO

No
We will start an 

investigation

Where there 
is evidence to 
support your 

complaint, we may 
agree actions with 
the organisation 

to resolve the 
matter

Where we 
carry out a full 
investigation 

we aim to issue 
a report of our 

findings to you and 
the organisation 
within 12 months

Where there 
is not enough 
evidence to 

support your 
complaint at 

an early stage, 
we will stop the 

investigation  

If your complaint 
is upheld we 

can recommend 
actions that the 

organisation 
should take to 
put things right

We will monitor 
agreed actions 
to ensure they 

are carried 
out by the 

organisation

YES

We aim to write 
to you and the 
organisation 

within six 
weeks to 

explain why

Can we agree 
actions with the 
organisation to 
resolve matters 

quickly?

We will write 
to you and the 
organisation 

to confirm the 
agreement 

We will write 
to you and the 
organisation 

to explain why


