
To make a formal Compliment or Complaint,  
fill in the attached form and send to: 
Quality and Performance
Phoenix Futures
3rd Floor, ASRA House
1 Long Lane
London SE1 4PG

Alternatively you can email a formal  
Compliment or Complaint to:
quality&performance@phoenix-futures.org.uk

If you have already made a complaint, you  
can appeal against the process or outcome  
by writing to the Chief Executive at: 
Phoenix Futures
3rd Floor, ASRA House
1 Long Lane	
London SE1 4PG

Please mark your letter ‘Private and Confidential’

Where else to take your complaint:
You should try and use this complaints procedure first, but if you wish 
to you can complain to independent bodies which monitor our work. 
For advice please contact the Quality and Performance Department on: 
020 7234 9755 / 9778 / 9779

Phoenix House (operating as Phoenix Futures) is a registered charity in England and Wales (No. 284880) and in 
Scotland (No. SCO39008). Company Limited by Guarantee Number 1626869. Registered Housing Corporation 
Number H3795. National Housing Federation Member. Patron: HRH Prince of Wales.

Information correct at time of printing (November 2008)
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We welcome your opinions on our services, particularly 
where you feel we have done something really well or 
something has gone wrong

Who is this leaflet for?
Service users■■

Former service users or visitors■■

Someone acting on behalf of an existing or former service user,  ■■

with their consent

Any appropriate person in respect of a deceased service user  ■■

(e.g. next of kin or their agent)

Neighbours■■

Contractors■■

Partnership organisations■■

What you can expect
We will listen to all compliments and complaints■■

We will seek to involve you in reaching the best outcome wherever ■■

possible

We will abide by confidentiality arrangements at all times■■

Any feedback you give us will not affect the services you receive■■

Compliments & 
Complaints Leaflet



Compliment Complaint Compliments and Complaints Form

Compliment
Stage 1

Initial Dissatisfaction
Stage 1
Max 10 days for this stage

End

End

End

End

End

And/or
Satisfied

Satisfied

Formal Compliment
Stage 2

Thank local staff verbally  
or in writing

Raise verbally with local 
staff

Formal compliment in 
writing to the organisation

Attempt to reach 
resolution

Formal complaint made 
in writing

Investigation by senior 
manager

OutcomeAcknowledgement sent

Complaint upheld or 
rejected

Appeal made in 
writing to Chief Executive

Further investigation if 
necessary

Appeal
Stage 3
Max 28 days for this stage

Formal Complaint 
Stage 2
Max 21 days for this stage

The Chief Executive’s office will 
confirm that they have received 
your complaint within 7 days of 
the letter arriving for a standard 
complaint and within 3 days if it 
is a case of alleged harassment.

You will receive an answer within 
28 days for a standard complaint 
and within 14 days for an alleged 
case of harassment.

Your formal complaint will be 
acknowledged within 5 days from 
receipt of your form/letter. You 
will be informed at this stage 
which senior manager will take 
the matter forward.

The relevant senior manager 
will take everything into 
consideration, decide on whether 
to conduct a formal investigation 
and inform you of the outcome 
within 21 days from receipt of 
your form/letter.

Your Details

Name:	

Address:	

Address to send correspondence (if different from before): 

	

Phone No:	

Email:	

What is the best way to contact you?

	

Please specify whether you are:

A current service user of Phoenix 
Futures

Other professional (external to the 
organisation)

A former service user of Phoenix Futures Other, please specify

A family member/ carer

Please indicate if you wish to make a      Compliment       Complaint 

Do you feel you are being harassed as a result of raising this issue?	 	  Yes	  No

Date of Compliment /Complaint:	 DD   MM  YYYY

Date of event/incident (if applicable):	 DD  MM  YYYY

Which Phoenix Futures service does the matter relate to? 

Have you already raised this matter at the service?	  Yes	  No

Details of your compliment /complaint 
(Please provide dates, times and the people involved where possible)  
Please continue on a new sheet if needed and enclose with this form

What would you like to see as the end result of this compliment / complaint?

You should initially try to solve 
your problem locally unless:

The issue relates to the local •	
manager
The issue is serious•	
The issue is not acted upon•	


