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3 INTRODUCTION
Customer Service Excellence is at the heart of NABCEL's core values. NABCEL aims to provide good,
quality services for all but acknowledge that on occasion things may go wrong. If they do, NABCEL
encourages the reporting of the issue so that it can be put right and to learn from the mistake to
ensure it is not repeated and improve our services. NABCEL also welcomes comments where
something has been done well or if a customer has a suggestion regarding something that can be done
better.

4 PURPOSE AND SCOPE

This feedback procedure details how NABCEL addresses complaints and comments from customers to
ensure that they are dealt with both fairly and consistently and are used positively to improve service
delivery.

4.1 DEFINITIONS AND EXAMPLES

Feedback is a general term used to describe information or statements of opinion about something,
such as a product or service. For the avoidance of confusion, the different aspects of feedback relating
to this policy are defined as:

e Compliment: An expression of satisfaction about the standard of service provided by NABCEL.
Examples include:
o when ajob has been done well or has exceeded customer expectations.
o when an employee has made a positive difference.
e Comment: An idea or suggestion that could help NABCEL to improve a service and / or
customer care.
o Complaint: NABCEL defines a complaint as “..usually a result of a failure to carry out an agreed
service, failure to meet agreed timescales, or a failure to meet the standards promised”.

To assist in determining if the feedback should be logged as a complaint or comment, complaints can
be identified as:

o An expected service has not been received / delivered.

o The service was received was poor / not up to standard.

o  The customer is unhappy with the way they have been treated by a NABCEL employee
/ representative.

5 PROCEDURE

5.1 PoLICY STATEMENT

NABCEL aims to provide excellent service to all of its customers. However, we recognise that
occasionally things may go wrong and in these circumstances people may wish to make a complaint.
It is important that our customers have the right to express their views and that we use the
information received positively to improve service delivery to customers.
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We positively welcome all comments, including complaints, which can help us to improve our service

delivery, but will always try to resolve any issues or expressions of dissatisfaction at an early stage to
avoid a complaint arising where we can.

We will accept feedback made by anyone that uses or is affected by the services we provide; we will
also accept feedback made by advocates authorised to act on a customer’s behalf.

We welcome feedback from customers, partners, stakeholders, and other interested parties that
complements our service delivery, whether it be a personal compliment for a job well done by an
employee, or recognition of a process that works effectively and exceeds expectations.

Although they will be recorded, complaints made anonymously will be difficult to fully investigate and
respond to.

5.2 AIMS AND OBJECTIVES
We will:

e aim to resolve any issues at the earliest stage possible and do our best to avoid issues
becoming complaints where we can.

e have clear and straightforward procedures which can be easily accessed.

e respect confidentiality and act at all times in accordance with the Data Protection Act 2018
and relevant NABCEL Policies and Procedures.

e set clear timescales for acknowledging and responding to complaints.

e apologise and provide a remedy where appropriate .

e monitor the way we deal with complaints and publish our performance to customers.

e ensure that our employees are well trained in dealing with complaints.

5.3 PROCEDURE OQUTLINE — COMPLAINTS

5.3.1  TIMESCALES
NABCEL will not normally consider complaints that relate to matters that occurred over 12 months
ago which have not previously been reported to us.

We will not normally consider those that are being pursued in an unreasonable manner. This can
include persistent, repetitive, and vexatious complaints by one person, or where the complaint has
been dealt with already in accordance with the relevant complaints’ procedure. In the case of a
vexatious complaint being made we may take legal action against the complainant where this would
be an appropriate, proportionate response.

5.3.2  QUICK RESOLUTION
Quick Resolution (QR) refers to resolution by the relevant service area within 3 working days.

Quick resolutions will only be applied to the complaint process, where the member of staff taking the
complaint, or the Operations Manager feels that the issue is something that can be resolved by the
relevant service team within 3 working days.

Where it is felt an issue cannot be resolved within this timescale, or where the complaint has been
received by NBBC and forwarded to NABCEL, a Stage 1 Complaint Investigation will be initiated
bypassing the Quick Resolution Stage.
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Quick resolution complaints will be logged by the Operations Manager and allocated to the
Manager/Supervisor in the best position to resolve the complaint.

In liaison with the Operations Manager, the relevant Department Manager/Supervisor will contact the
complainant to discuss the issue and instigate the necessary action to resolve the issues within 3
working days. If we are unable to resolve the complaint as a quick resolution then it will be escalated
to a Stage 1 complaint and allocated to a manager that has not previously been involved in the case.

5.3.3  STAGE 1: COMPLAINT
Complaints will be acknowledged within 5 working days, and the complainant will be provided with a
unique complaint reference number. NABCEL aims to conclude and provide a full response in writing
within 10 working days of receipt of the Stage 1 complaint; however, it is acknowledged that some
complaints may be more difficult to resolve and where complaints cannot be concluded within 10
working days, the complainant will be informed in writing of the estimated date they can expect to
receive a full written response.

5.3.4  STAGE 2: APPEAL
If a complainant feels their complaint has not been satisfactorily resolved at Stage 1, they have 10
working days to request that the complaint is escalated. The complaint will then move into Stage 2,
the receipt of which will be acknowledged within five working days.

The Operations Manager, or Senior Manager where appropriate, will review the Stage 2 complaint
and will make personal contact with the complainant requesting a review. NABCEL aims to respond to
and resolve Stage 2 complaints in writing within 10 working days.

If the Manager is unable to resolve the issue to the satisfaction of the Complainant it will be considered
by NABCEL Managing Director.

The Managing Director may give the Complainant the opportunity to attend a meeting to explain the
reasons for their complaint in person. Where requested, a complainant will have the option of
assistance by an advocate (e.g., a nurse, carer, or friend) authorised to act on their behalf to aid them.
This may not include a lawyer as the complaints procedure is not part of any formal legal process.

The Managing Director’s decision is final.

There may be occasions where longer investigation timescales are necessary. If this is the case, the
complainant will be informed of the reasons for the delay and provided with revised timescales stating
when a full response will be sent. There may also be some exceptional circumstances when NABCEL
will fast track a complaint through the above stages.

5.4 MAKING A COMPLAINT OR COMMENT
Complaints and other comments can be made:

e on the relevant department complaint / comment form as appropriate.
e by telephone.

e by e-mail.

e by letter.

e in person.
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6 SUMMARY

This document clearly outlines the NABCEL policy for dealing with and responding to complaints and
compliments. All NABCEL employees are expected to adhere to the instructions within this document,
to ensure consistency and fairness across all departments. All complaints and comments must be
logged using the correct procedure to ensure the accurate recording of any and all incidents, and to
allow for analytical examination and consideration of company improvements. This document should
be read in conjunction with the Complaints Procedure (document reference: NABCEL-O-AA106).
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7 APPENDIX A—NABCEL VALUES

Customer Service Excellence

Customers are at the heart of everything we do. We set high standards for our service and measure
customer satisfaction with our performance. We are careful, helpful, and accurate in our customer
conversations. We strive to understand customer’s diverse and individual needs and aim to meet
them in a way that is both professional and empathetic.

Ownership
We take responsibility for what we do. We don’t leave a job until we know it’s finished and meets our
quality standards. We only pass it on when we know that’s the best way to get it done. We take
responsibility when things go wrong because that’s the best way to put it right and protect our
reputation.

ommitment
We have a commitment to the organisation, our colleagues, and our customers. We are our
Company’s best advocates, and we are positive and pro-active in our dealings with each other and our
customers

ne Team
We may have different services to deliver but we work as one team. We share the same Company
values and support each other to deliver the best possible service.
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