
MAKING A COMPLAINT

IF YOU’RE UNHAPPY ABOUT ANYTHING 
TO DO WITH THE SERVICE

We try our best to meet the needs of the
carers we support, but we know we won’t
always get it right. If the Service has let you
down in any way, please let us know.

You can tell us by:

Talking to a member of the staff team,
by phone or in person
Emailing the Service, or an individual
member of the team
Contacting our Head Office, by phone
(01505 612224) or email
(complaints@quarriers.org.uk)
You can use the form in this leaflet to
detail the problem if it helps

You don’t have to give your name and
contact details, but if you do, we can let you
know what’s happening with your
complaint. Without your contact details, we
can’t let you know the outcome of your
complaint.

Your complaint will be dealt with
confidentially, and you will receive
communication about it in a manner that
suits you.

Once we receive your complaint, Quarriers
Complaints Policy requires us to confirm
within 7 days that we’ve received it. If we
can’t resolve the issue immediately, we will
give you a response within 20 working days,
and we’ll tell you if for any reason we can’t
keep to that timescale.

Complaints process

A member of Senior Management staff
from Quarriers will confirm receipt of your
request within 3 working days, and will
arrange for a review to take place.They’ll
inform you of the outcome of the review
within 10 working days, or will advise if for
any reason that timescale can’t be kept.

If you’re still unhappy with the outcome,
you can write directly to the Chief
Executive of Quarriers, within 14 working
days of receiving the review outcome, and
request a further review. The Chief
Executive, or Deputy Chief Executive, will
acknowledge your request within 3 working
days of receiving it, and will review the
complaint process, sending you their
written response to your complaint within
20 working days.

Review process

If you’re not happy with the outcome of
your complaint, you have 20 working days (4
weeks) to request a review. You should
make your request in writing. 

Making things work better

We are always aiming to improve the
Service, and help reduce the stress and
pressure unpaid carers feel. Your feedback
and comments are an important part of
that. Please give us the opportunity to
address any concerns or problems you
have.

mailto:complaints@quarriers.org.uk


To help you explain the details of your complaint, you can use this form to gather the
relevant information. You can send us the completed form, or keep it for your records.
*we require this information if you want us to keep you informed of the outcome of your
complaint.

Today’s date

Date of
incident/problem:

YES/NO

Nature of
incident/problem:

Quarriers
staff/volunteers
involved, if known:

What happened:

I’d like to be kept
informed about my
complaint:

*Name:

*Address (incl.
postcode):

*Email address:

*Phone:

232 High Street - Elgin - IV30 8UD
01343 556031 - carersmoray@quarriers.org.uk
www.quarriers.org.uk/morayvcc
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