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No matter how hard we try, we can’t get everything right all of the time.

This leaflet is intended to help you understand what you need to do if
you are not happy with the service you receive from SILC.

Our complaints procedure has been designed to ensure that your
grievance is dealt with properly and in reasonable time. It’s also there
to help make sure that we don’t make the same mistakes again.

The straightforward way to have your say

Step 1 - notify

Let us know that you need to make a complaint. Either call SILC and let
us know that you would like to make a verbal complaint (we’ll make sure
you speak to the right person) or complete one of our complaints forms
(you can download one from our website at
http://www.surreyilc.org.uk/downloads/complaintsform.pdf). We’ll be
in touch to arrange a mutually convenient time to discuss the issue.

Step 2 - describe

Within 5 days of getting your notification, we’ll be in touch to arrange a
convenient time for you to speak to the appropriate line manager or our
Chief Executive. If you’d prefer to describe your complaint in a letter,
we’ll give you details of who to write to.

If your complaint involves a member of staff, the Chief Executive will
also ask the member of staff to give their account.

The Chief Executive will do his best to resolve the issue and will write to
you outlining any steps that have been taken.



Stage 3 - refer
If you feel that our Chief Executive has not resolved your complaint

satisfactorily, the issue will be referred to our Trustee Board who will do
their best to help you.

Stage 4 - refer to SCC or the NHS
If you are not satisfied with the way that we’ve responded to your
complaint, you can use Surrey County Council’s complaints procedure if

you receive a direct payment, or the NHS’s complaints procedure if you
receive a PHB.

How to contact Surrey Independent Living Council
SILC

Astolat, Coniers Way

Burpham, Guildford

Surrey, GU4 7HL

Chief Executive: Richard Davy
Tel: 01483 458111

Fax: 01483 459976

Text: 07919 418099

Email: rdavy@surreyilc.org.uk

SILC is a voluntary organisation led and run by disabled people. To find out
more about us, call 01483 458 111, text 07919 418 099, email
‘ admin@surreyilc.org.uk or look on our website www.SurreylLC.org.uk
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