
VANS Complaints and Compliments 
 

As our customers, we want to hear from you and the feedback you provide helps us 

improve our services.  

 

When something has gone wrong, your feedback helps us put it right and improve 

our services. 

 

When considering complaints about us we try to be: 

 Helpful and accessible. 
 Clear, timely and thorough. 
 Positive about putting matters right and learning lessons for the future. 

 

Anyone who contacts us, or receives a service from us, can complain or compliment 

us. For example, you may want to complain about: 

  

 Failure to provide a service, or dissatisfaction with the way we’ve provided a 
service. 

 Dissatisfaction with our policies. 
 Unreasonable delays on the provision of a service. 
 Failure to fulfil statutory responsibilities. 
 Inaccurate information or advice we have given you. 

 
You may wish to compliment us on: 

 The way we have delivered a service 

 The information we provide 

 The way we have supported you 
 

If something has gone wrong, we will: 

  

 Acknowledge receipt of your complaint. 
 Look into what you have told us and respond in 10 working days. If we can’t 

respond to you in 10 working days, we’ll let you know and explain why. 
 Take your comments seriously and ensure you receive a full and fair 

response. 
 Put things right if we can and learn from any mistakes to make improvements 

to our services. 
 Advise you if your complaints is about another body acting on our behalf. 

  

You can tell us your views in the following ways: 
  

 Email info@vansmail.org.uk 
 Call 01934 416 486 
 Write to: Customer Services. VANS, Weston Court, Oldmixon Crescent 

Weston-super-mare. BS24 9AU 

 For more information, see our Complaints, Comments and Compliments policy. 

 

mailto:ECC.CustomerServices@essex.gov.uk
http://www.essex.gov.uk/Publications/Documents/Complaints_Policy.pdf


VANS Compliments and Complaints Policy 

You can make a Complaint or Compliment in the way that best suits you in person, 
by phone, by letter or by email. 

We want to hear about your experiences of our services. Complaints, Compliments 
and feedback can help us improve the services we provide to all customers. This 
policy is aimed at anyone who is dissatisfied with our service and is considering 
making a complaint to us.  

Your complaints and concerns are important to us. Where something has gone 
wrong, they help us to put it right and improve our service. Equally when you are 
pleased with our services we would like you to tell us so we know what’s working 
well for you. If you are making a complaint on behalf of someone else we need their 
signed consent that they have agreed to this. 

When considering complaints about us we try to be:  

 Helpful and accessible  
 Clear, timely and thorough, and  
 Positive about putting matters right and learning lessons for the future. 

Why complain?  

 We are committed to investing and responding properly to your complaint 
 If we agree with part or all of your complaint, we will apologise and may take 

steps we consider appropriate to provide a remedy for our service failure 
 If we do not agree with your view of our services, we will explain the reasons 

why. We hope this will help you understand matters better, even if some of 
your concerns still remain  

 We will regularly review the lessons learnt from considering complaints so that 
we can improve the quality of our service. In this way, the outcome of our 
consideration of your complaint may help improve the experience of others 
that use our services. 

What can I complain about?  

Anyone who contacts us or receives a service from us can complain. For example 
you may wish to complain about:  

 Failure to provide a service  
 Dissatisfaction with the way we delivered a service  
 Dissatisfaction with our policies  
 Unreasonable delays on the provision of a service  
 Failure to fulfil statutory responsibilities  
 Inaccurate information or advice we have given you  
 Your treatment by our staff (such as rudeness or not doing what we said we 

would do). 

We will always treat you with courtesy and respect and our staff have the right to be 
treated the same. Rude, violent or abusive behaviour towards our staff will never be 
tolerated. 



How can I complain, give a compliment or provide feedback?  

By emailing: info@vansmail.org.uk  

By telephone: 01934 419 486 

By writing to: Customer Services, VANS Weston Court, Oldmixon Crescent BS24 
9AU 

What happens when I complain to you?  

We will:  

 Acknowledge receipt of your complaint, usually within 3 working days  
 We will review and look into what you have told us and respond to you within 

10 working days. If we can’t respond to you within 10 days we will let you 
know and explain why  

 Take your comments seriously and make sure you receive a fair and full 
response  

 Put things right for you if we can and learn from any mistakes to make 
improvements to our services  

 Advise you if your complaint is about another body acting on our behalf. 

Complaints about other organisations 

If your complaint concerns another organisation we will forward it to the relevant 
organisation with your consent. If your complaint involves VANS and another body 
there will be full co-operation and co-ordination to resolve your complaint to ensure 
you receive a coordinated response. 

Confidentiality  

We will maintain the confidentiality of all personal information and not disclose it 
outside VANS without your permission unless we are legally obliged to do so. 
However, if we are informed of anything that makes us think that an individual is 
unsafe or at risk of being harmed, we will pass this on to the appropriate authority or 
service for action. 

What if I disagree with your response to my complaint?  

If you are dissatisfied with the outcome of our investigation into your complaint, you 
can contact us again to discuss why you are dissatisfied. 

 

  

mailto:info@vansmail.org.uk

