[image: image1.jpg]HEALTHLINK

WORLDWIDE




Healthlink Worldwide External Complaints Policy

Healthlink Worldwide aims to provide a high level of service to all our partners, clients and everyone who uses our services. We are constantly striving to improve our work and evolve as an organisation and therefore value any feedback we are given and treat complaints very seriously, in a sympathetic and professional manner. 

If you are not satisfied with any aspect of the service you have received or feel you have not been treated appropriately by a member of Healthlink staff or representative then please put your complaint in writing to the Office Manager either via email or post at the addresses below, including a contact telephone number so we may contact you should further details be required. Please endeavour to do this at your earliest convenience so the details are still fresh in your mind:

Office Manager

Healthlink Worldwide

56-64 Leonard Street

London

EC2A 4LT

UK

Email: feedback@healthlink.org.uk
The Office Manager is responsible for making sure all complaints are monitored and logged internally and for passing your complaint over to the most appropriate person to investigate. All complaints will be acknowledged within 5 working days and the Office Manager will respond with further details within 28 days of receipt of your letter/email, informing you of the way in which your complaint is being dealt with. We will endeavour to investigate your complaint and contact you with a resolution within the shortest time frame possible, however the length of this process may vary depending upon the nature and seriousness of the complaint. The Office Manager will keep you updated with developments as necessary. 

The resolution letter will give a clear explanation of how the outcome was reached. Healthlink Worldwide will treat all complaints sensitively. If you are not happy with the decision that has been made, please contact the Office Manager who will bring your concerns to the attention of the Executive Director, or, if the Executive Director was directly involved in the resolution that was made, this will be passed over to the Board of Trustees for further investigation.  

Healthlink Worldwide will make every attempt to learn from the complaints we receive and take all appropriate steps to rectify the situation and ensure that problems do not reoccur. 

As with Healthlink Worldwide’s other policies, the External Complaints Policy will be reviewed on an ongoing basis to continually improve our level of service.

Should you have any queries regarding any of the above, please contact us on +44 (0)20 7549 0240 or email at: feedback@healthlink.org.uk.
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