
 

How to make a 
complaint  
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What is a complaint? 

A complaint is when you tell us about 
something we have done badly or you 
are not happy about. 

It’s OK to make a complaint 

If we make a mistake or something 
goes wrong we need to know. 

It’s OK to complain. 

If you tell us what is wrong, we can try 
to make it right. 

What can you complain 
about? 

You can complain about any of the 
services you receive from SERICC. 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Who you complain to 

You can speak to a member of our 
staff who will get a senior member of 
staff to help sort the problem out. 

How to complain about a 
member of our staff 

If you want to complain about a 
member of our staff you can: 

• speak to a senior member of staff 
or 

• write to SERICC’s office manager 
at: 

The Office Manager 
SERICC 
The Hall 
West Street 
Grays 
Essex 
RM17 6LL 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Types of complaint 

There are 2 types of complaint: 

1. An informal complaint. 

This is one that can be sorted out 
easily by talking to member of staff. 

2. A formal complaint. 

This is one that you make in writing 
and takes longer to sort out. 

There are 2 parts to a formal 
complaint: 

• Stage 1 

This is the first part of our formal 
complaints process. 

We look into your complaint and write 
to you about what we find out. 
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We will try and do this within 28 
working days of getting your 
complaint. 

Working days are Monday to Friday. 

• Stage 2 

If you are not happy with what we 
told you in Stage 1, you can ask us to 
look at it again. 

We will try and do this within 28 
working days of getting your 
complaint. 

This is the last part of our formal 
complaints process. 
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How to make an informal 
complaint 

To make an informal complaint you 
can speak to member of staff about 
your concerns.  

Call SERICC on: 01375 381322 

How to make a formal 
complaint 

To make a formal complaint you must 
write us a letter. 

Having your complaint in writing helps 
us to understand the problem better. 
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Your letter must include: 

• What the complaint is about. 

• The date and time of when the 
problem took place. 

• Anything else you think we should 
know. 

You must tell us: 

• What address we should use to 
write to you about your complaint. 
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• If it’s OK to leave messages on the 
phone number you have given us. 

You must try and write to us within 3 
months of the problem. 

If your complaint is more than 3 
months after the incident please tell 
us why you didn’t tell us sooner. 
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Help making a complaint 

If you have problems writing a letter, 
you can get help from a friend, a 
relative or an advocate.  

An advocate is someone who helps 
you to speak up, or speaks up on your 
behalf.

Where to send your complaint 

Your letter of complaint should be 
sent to: 

The Office Manager 
SERICC 
The Hall 
West Street 
Grays 
Essex 
RM17 6LL 
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What happens to your 
complaint? 

When you make a complaint we will: 

• write to you within 7 working days 
to say we have got your letter 

• speak to any of our staff that 
could help with your complaint 

• speak to the worker or volunteer 
you are complaining about 

• give a copy of your complaint to 
the worker or volunteer so they 
know what you have said 

• tell the member of staff or 
volunteer where they can get 
advice from. 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What happens next? 

After looking into your complaint we 
will meet with you to talk about it. 

You can bring someone with you to 
this meeting. 

After this meeting, if we all agree the 
problem has been sorted out, we can 
end the complaint. 

We hope to do this within 28 working 
days of you writing to us. 
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Making a very serious 
complaint 

A very serious complaint is one that:  

• could mean a member of staff or a 
volunteer has to leave their job or  

• someone has broken the law. 

You will need to ask for a copy of our 
formal complaints procedure to do 
this. 

Our formal complaints procedure will 
tell you how we will deal with this 
type of complaint.  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Time Limits 

Time limits are the number of days 
we have said we will do something by. 

We will always try to deal with your 
complaint within the time limits we 
have given. 

If we can’t do this we will tell you. 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If you are still unhappy 

If you are unhappy with how we 
looked at your complaint you can 
contact the Charity Commission. 

The Charity Commission is an 
independent organisation that works 
to make sure charities do things in a 
certain way. 

The Charity Commission will look at 
what we have done and decide if it’s 
right. 

You can contact the Charity 
Commission at: 

Address:  Charity Commission 
 PO Box 211 
 Bootle, L20 7YX 

Phone: 0300 066 9197 

Website: www.gov.uk/complain-
about-charity  
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