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Customer Care - Complaints Procedures    
South West Screen is committed to providing a high standard of service to everyone we deal with. We welcome constructive comments and recommendations about our services and will respond openly to complaints about the organisation. We will listen to your complaints, treat them seriously and learn from them, so that we can continuously improve our service.
If you are dissatisfied with the service you have received from South West Screen, the following should provide you with clear guidance on how to make a complaint. In the first instance we hope that we would be able to resolve any issues with an informal discussion. However, if we are unable to resolve the matter in this way, please follow the procedure set out below.

Should you have a complaint in relation to an application for one of our Lottery funded programmes, please refer to Section 2 below. For all other complaints, follow guidance in Section 1: General Complaints. 
 
Section 1: General Complaints
Step 1: Initial complaint

If you are dissatisfied with any aspect of the service you have received from South West Screen, you should initially contact the member of staff concerned. Most complaints can be settled quickly if they are dealt with as close to the source of the problem as possible, so we would ask that all initial complaints are made within 10 working days.

 

Step 2: If you are not satisfied

If you are not satisfied, and your complaint relates to the standard of service offered to you by South West Screen, please adopt the following procedure:

· All further complaints must be received in writing within 20 working days of Step 1 and addressed to the Communications and Information Manager who will deal with all such correspondence in the first instance. 

· Your letter/email should set out the ground(s) for your complaint stating the reasons why you believe the procedures were not adhered to or incorrectly applied. You should make it clear that this is a formal complaint to which you are seeking a response. 

· On receipt of a written complaint, an acknowledgement letter will be sent within five working days. All complaints will be thoroughly investigated and in most cases you will receive a full reply within 10 working days. If we cannot give a full reply in this time, we will tell you why and when you are likely to receive it.
Step 3: If you are still not satisfied

· If you are still not satisfied with the response and believe your complaint requires further attention (and it does not relate to an application for Lottery funding) you should write to the Chief Executive of South West Screen, Caroline Norbury, or the Chair of the Board, Kip Meek, c/o South West Screen, clearly stating your original complaint and why you are not satisfied with the Step 2 written response. You will receive an acknowledgement within five working days and a full response within 15 working days.

 
Section 2: Complaint regarding Lottery Funding Scheme

Formal complaint about a decision made in respect of an application for Lottery Funding 

Decisions on applications for Lottery funding are at the discretion of South West Screen and an external panel. We have limited funds available so inevitably many individuals and/or organisations are disappointed if we have to reject their application for funding. A complaint on a Lottery application decision cannot be made on the basis of the quality or artistic content of an application.  Formal complaints or appeals can only be considered against the final decision on an application if you have good cause to believe that either:
· The procedures for processing applications were not adhered to; or

· Applied in such a way as to significantly prejudice the outcome of your application.
If you believe you can establish such grounds, please follow this process:
Step 1: Initial complaint

· Write to the Chief Executive, Caroline Norbury, within one month of receiving notification of the decision. You should set out the ground(s) for your appeal stating the reasons why you believe the procedures were not adhered to or incorrectly applied. You should make it clear that this is a formal complaint to which you are seeking a response. 

· You will receive an acknowledgement within five working days and a full response within 15 working days.

Step 2: If you are not satisfied

· If you are still not satisfied, please write to the Chair of our Board, Kip Meek, c/o South West Screen. You will receive an acknowledgement within five working days and a full response within 15 working days.
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