RUGBY CREDIT UNION

POLICY DOCUMENT 9
Complaints
It is our intention to offer the highest standard of service to everyone dealing with the Credit Union.  Any officer, manager, volunteer or Director who receives any expression of dissatisfaction about any aspect of the Credit Union’s service should always try to remedy the difficulty immediately if this is at all possible.

PROCEDURES

However, should this not be possible and the dissatisfaction result in a complaint being received from anyone about any aspect of the Credit Union’s service, this procedure will be followed:

The representative of the Credit Union receiving the complaint will keep a written record, which should include the following details:

1
complainant’s name, address and, if applicable, member number

2
date and time,

3
nature of the complaint, with any relevant circumstances

4
any witnesses to the complaint

5
name of the person receiving the complaint

6
any other evidence available (e.g. photocopy of document)

The complainant should be treated in a calm and courteous manner.  Sympathy can be shown, but no admission of liability made, as this will be the subject of later consideration.  The complainant should be informed that the Credit Union falls under the Financial Ombudsman Scheme.  A notice shall be displayed at the registered office and all regular collection points (if any).  If a complaint is made in person at these locations the notice displayed to this effect should be pointed out.

The written record should be signed by the complainant and the person recording it and a copy given to the complainant. The completed paperwork must be passed to the Complaints Officer at the earliest opportunity, and within 24 hours.  The complaint will be dealt with as follows:

Within 5 working days, written confirmation of the complaint will be sent to the complainant, giving the name or job role of the person dealing with the complaint within the Credit Union (usually the Complaints Officer), and enclosing details of the Credit Union’s complaints procedure. If the matter is settled, this will be the final response.

The Complaints Officer will review the complaint and if deemed necessary will pass details to the board for consideration.
For more complex issues, a final response to the matter will be given within eight weeks, or reasons why this is not possible, together with an estimate of the expected final completion date.

A copy of the Financial Ombudsman Service leaflet will be enclosed. The complainant will be informed that they may take up the issue with the Financial Ombudsman Service within six months if they are not satisfied.  

At each stage written records will be kept on file until the matter has been settled. A permanent record of all complaints will be kept and numbers of complaints received will be reported to the FSA with each quarterly return.
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