COMPLAINTS HANDLING POLICY
1. Purpose
This policy outlines how complaints are managed by George Casson, trading as GC Medical and Security.
The aim is to:
· Handle complaints fairly and professionally
· Resolve issues where possible
· Maintain accountability and transparency

2. What is a Complaint
A complaint is any expression of dissatisfaction relating to:
· Conduct or behaviour
· Use of force
· Service provided
· Medical treatment
· Professional standards

3. Receiving Complaints
Complaints may be received:
· Verbally
· In writing
· Via a client or third party
All complaints will be taken seriously and recorded where appropriate.

4. Handling Process
All complaints will be:
· Acknowledged as soon as practicable
· Reviewed objectively
· Investigated using available information (including reports and bodycam where applicable)

5. Response
Where appropriate:
· A response will be provided within a reasonable timeframe
· Findings will be explained clearly
· Any actions taken will be documented

6. Outcomes
Possible outcomes include:
· No action required
· Clarification of actions taken
· Identification of learning or improvement
· Referral to client or relevant authority if required

7. Record Keeping
A record will be kept of:
· The complaint
· Actions taken
· Outcome

8. Accountability
George Casson, trading as GC Medical and Security, is responsible for handling complaints in line with this policy.

9. Review
This policy will be reviewed periodically and updated as required.

End of Policy

