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At Ataxia UK, we are always happy to receive comments, feedback and suggestions about how we can improve the level of service to our Friends.

If there is any area of our work which you feel does not meet your expectations, please contact any member of staff in the first instance. They will be happy to try and resolve the issues with you.

If your concerns are unresolved after this,  and you would like to make a formal complaint, please set out your views in writing, including any steps you have already taken to try to resolve the issue, and send to the Resources & Facilities Manager at our head office address;

Ataxia UK

Lincoln House
Kennington Park

1-3 Brixton Road

LONDON

SW9 6DE
or email to:
office@ataxia.org.uk
If you do not wish to, or are unable to put the complaint in writing a verbal statement of complaint shall be accepted. It will be the duty of the Chief Executive to ensure that details of any verbal complaints are noted and sent to you to sign as a true record. Once signed you must post them back to the Chief Executive. The complaints procedure, on receipt of the signed notes, will proceed as normal.
Once we have received your complaint, we will;

· Acknowledge receipt of your complaint in writing.  This will usually happen within 7 working days.

· Investigate your concerns and do everything we can to resolve it within 21 days.  (If this is not possible, we will explain why and give a new deadline).
What if your complaint is not resolved?
If you are not happy with our response, then you can send a letter (or make a further verbal statement) to the above address for the attention of the Chief Executive Officer.  Please state clearly why you are not happy with the way your complaint has been handled.

Your complaint will be reviewed by the Chief Executive Officer and a response will be sent to you within 14 working days (If this is not possible, we will explain why and give a new deadline).

If you are still not happy with the response then you may send a letter(or make a further verbal statement)  for the attention of the Chair of Trustees.  The Chair of Trustees will review your complaint and send you a response within 14 working days (If this is not possible, we will explain why and give a new deadline).
Complaints against the Chief Executive Officer must be directed to the Chair of the Trustee Board of Ataxia UK.

The Helpline
Complaints for the helpline will be dealt in the same manner as other complaints however please direct your complaints in the first instance to:  

                                Helpline Manager
Ataxia UK

Lincoln House

Kennington Park

1-3 Brixton Road

LONDON

SW9 6DE
                                 or email to:  lsmith@ataxia.org.uk
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