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1. Introduction 

Enterprise Oxfordshire values all feedback - positive and negative. We want you to 
be satisfied with the services we provide and the ways in which we provide them. 
This includes how we protect your data. We want to hear about your experiences 
and if you are dissatisfied, we want to ensure that you are heard.  This complaints 
policy shows how we will deal with your concerns in a clear, consistent, fair and 
timely way. 

 

2. Context 

Enterprise Oxfordshire is committed to delivering quality services, so it is essential 
that the people who access these feel able to give feedback whether this is positive 
or negative. 

3. Our principles 

In managing your complaint, we will adhere to the following principles: 
 

Accessibility 
This policy will be well publicised and easily accessed by all.  
 
Communication 
We will communicate with you according to your preferences and let you know what 
you can expect from the complaints process and when. 

 
Timeliness 
We aim to provide a response to your initial complaint within the set timescales. If we 
are not able to do this due to any exceptional circumstances, we will contact you to 
explain why and discuss a new response date. 

 
Fairness 
We will manage your complaint in an open-minded and impartial way. We will 
listen to your concerns and what you want done to resolve matters. We will take 
appropriate action to establish what has happened and will focus on finding a 
suitable resolution. 

 
Credibility 
Complaints and the subsequent learning from them will be taken seriously by the 
Company and its leadership team. Staff are encouraged and supported to robustly 
review complaints to ensure that service improvement measures can be identified 
and implemented. 

 
Accountability 
The information you supply with your complaint (emails, correspondence etc) will 
be properly managed. Actions arising from complaints will be monitored to ensure 
that they are correctly and promptly implemented. The complaints policy and 
process will be subject to periodic review. 



  

 
4. Scope of this policy 

A complaint is when somebody is unhappy with the way they have been treated and 
believe we, or somebody providing services on our behalf, have done something 
wrong. We will then investigate the matter and provide a response. 

A complaint can be about many things, and some possible situations are listed 
below. For example, you could be dissatisfied about: 

 
• The standard of service you have received from us 
• Our response to a request for service 
• Our actions 
• The behaviour of a member of staff 
• Harassment, bias or unfair discrimination 
• How your data has been handled 

 
Some issues that fall outside this policy and would not be considered a complaint.  
These include: 
 

• Staff disciplinary and grievance procedures: When your complaint is about 
alleged serious misconduct by an employee of the company. This will be dealt 
with through our internal HR procedures, as it would not be appropriate to 
deal with the issue through the complaint’s procedure – we will not provide 
details or the outcome of those internal procedures, but we will let you know 
once internal processes are complete 

• Employment or recruitment issues 

5. How to complain 

Many concerns can be quickly resolved through informal discussion with the relevant 
service, and we would suggest you consider this before progressing to a formal 
complaint.  

You can make a complaint in a number of ways.  

You can raise concerns with any member of staff that you have direct contact with. 
The quickest and easiest way to submit a complaint is via 
email:info@enterpriseoxfordshire.com 

 
All complaints received to this email address will be logged on to the complaints 
recording system. Details of your complaint will be held securely and will be shared 
with the relevant team managers in order to investigate and respond to your 
complaint. 

 
 
 
 
 



  

Complaints relating to more than one department 
 

Where a complaint includes issues for more than one part of the Company, the 
investigation will be led by the person who has responsibility for a major part of the 
complaint. We will aim to provide you with a single response whenever possible. 

 
6. Our complaints processes 

Upon receipt of the complaint, our Senior Management Team will look at the issues 
contained within the complaint. We will look at whether we need to start a full 
investigation or if we can resolve the issue for you quickly. If we think we can 
resolve your issue quickly, we may contact you directly to discuss. If we are unable 
to resolve the issue with you directly, your complaint will be managed through our 
two-stage corporate complaints process, which is detailed below. 

 
6.1 Corporate Complaints   

Stage One (Initial Review) 

When you make a complaint, we will: 
 

• Acknowledge receipt of your complaint in writing within 3 working days. If 
anything is unclear, we will contact you to ensure that we fully understand 
your concerns. 

• Aim to investigate your concerns and provide a fair and full response within 
10 working days after the date of our acknowledgement. This will usually 
come from a suitable manager from the service you have complained 
about. If the investigation takes longer, we will let you know. 

• In terms of a resolution, we will let you know the outcome of the complaint, 
including whether we uphold the complaint, and we will let you know what 
we will do to put things right. 

• If we do not uphold your complaint, we will tell you so and explain the reasons 
why. 

• We will let you know what you can do if you are unhappy with the stage one 
response. 

 
Stage Two (Further Review) 

 
If you are unhappy with the stage one response, you can tell us why and ask for it to 
be looked at again. Our Senior Leadership Team will: 

 
• Acknowledge receipt of your complaint in writing within 3 working days. 
• Aim to investigate your concerns and provide a fair and full response within 

20 working days after the date of our acknowledgement. This will usually 
come from a suitable manager from the service you have complained 
about. If the investigation takes longer, we will let you know. 

 
 



  

 
6.2 Data breach complaints 

Any concerns about a data breach will be directed to the appropriate service for 
investigation to ascertain if a breach has occurred and to take necessary action. The 
service will communicate with you directly, or if your data breach complaint is part of a 
wider issue, it will be addressed within the response to your overall complaint. 

 
Should you find the response to your data breach complaint unsatisfactory, you may 
contact the Information Commissioner's Office. 

 
Make a complaint | ICO 
Tel: 0303 123 1113 

 
7. Our approach to remedies 

 
Objective: We aim to remedy personal injustice wherever our investigation of your 
complaint reveals that there has been fault by us. There must of course be a clear link 
between any fault we find and the personal injustice to you. We will look carefully into 
the root causes of the problems and will consider improvements to systems where 
they haven’t worked properly, so that others don’t suffer from the same problems in 
the future. 

 
 

Remedies: Complaints and potential remedies are considered on a case-by-case 
basis. Remedies may include 

 
• An apology 
• A review of policy and procedures 
• Actions to prevent repetition 

 
8. Support with making your complaint 

The Equality Act 2010 applies to the way Enterprise Oxfordshire complaints procedures 
are organised. If somebody has difficulty using our complaints procedure, then we have 
a duty to make reasonable adjustments to the procedures to assist that person access 
our complaints procedures. 

 
If you would like additional support, you have the right to help. You just need to get 
permission from whoever it is going to be. This can be a family member, friend, or 
someone you would like to support you. 

 
An independent advocacy service can help you get what you want to say across and 
support you through the complaints process. We can find you an advocate should 
you need one. 

 
What is an advocate? 

 
Advocates are independent people who do not work for the company. Advocates 

https://ico.org.uk/make-a-complaint/
http://www.legislation.gov.uk/ukpga/2010/15/contents


  

listen to what you want, inform you of your rights, and empower you to get your 
voice heard. 

 
 

Adults: 
 

Voiceability 
Telephone: 0300 303 1660 
Email: helpline@voiceability.org 
 
10. Managing unreasonable customer behaviour 

When making a complaint, we are committed to treating you with respect and 
courtesy at all times. We will deal with complaints fairly and impartially. The 
company expects its staff to be treated with similar respect. 

 
Enterprise Oxfordshire wants to hear from you if you have a complaint  

 
Unfortunately, in a minority of cases people pursue their complaints or requests for 
information in a way that is unreasonable. Sometimes this can have a negative 
impact on the handling of their complaint or request. It can also have a significant 
impact on our resources and on our ability to provide services to our other 
customers. 

 
In certain circumstances, these contacts or complaints may be considered by the 
Company to be vexatious, prolific, or persistent.  

 
Where behaviour is so extreme that it threatens the immediate health, safety or 
welfare of our employees, or employees working on our behalf, we will consider its 
options, which may include reporting the matter to the police or taking legal action. 
In such cases, we may not give the customer prior warning of that action. 

 
We take a zero-tolerance approach to discrimination on the grounds of age, race, 
disability, sex, sexual orientation, gender identity, gender expression, religion or 
belief, marriage or civil partnership or pregnancy and maternity. If the company 
believes this has occurred, then the following steps will be taken: 

 
• If an informal resolution cannot be reached, we will take formal action if 

appropriate 
 

11. Comments, compliments and learning from complaints 

a. Comments 
 

A comment is any feedback sent to Enterprise Oxfordshire following contact with us. 
This could include a suggestion for service improvement or information regarding how 
well a service was performed. 
 

 

mailto:helpline@voiceability.org


  

b. Compliments 
 

A compliment is an expression of praise to Enterprise Oxfordshire or any member of 
its staff. It could include an occasion where assistance given by a staff member was 
above and beyond the standard expected, or a service provided exceeded 
expectations. Once we receive a compliment, we will share it with the relevant 
manager and member of staff. Compliments are also shared widely with our Senior 
Leadership Team so that we can ensure there is recognition but also share best 
practice. 

 
 

c. Learning from complaints 
 

Complaints are viewed as a strategic resource to help inform continuous 
improvement. The company is committed to a learning culture and learning from 
complaints provides opportunities for services to be shaped by both customers and 
colleagues providing rich and diverse perspectives. 
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