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Enterprise Solutions Northamptonshire
Compliments, Comments & Complaints
Feedback form

Enterprise Solutions Northamptonshire (ESN) provides support services to social enterprises start-up businesses.  These services include business counselling, mentoring, training and information.  
If you have accessed our services in any way i.e. attended for advice or training, used our website to access information etc; then….
We want to hear from you…

· Do you have any suggestions on how we might improve services?

· Would you like to compliment us on a job well done?

· Have we fallen short of what you expected?

We guarantee to….
…pass on a Compliment or a Comment in the right direction. Your comments help us plan our services and improve our performance.  We’ll make sure all comments are used to benefit services.
…take all Complaints seriously.  We’re sorry if you’re not happy with us, and we want to put things right if we possibly can.  We know that complaints give us valuable feedback and help us to improve our services – we want to listen and learn.  You can make a complaint in any way you want: in person, by phone, in writing, or e-mail.

What is a complaint?

If you think it’s a complaint – it is!

Quick, Fair, Courteous, Helpful

We want our response to you to be quick, fair, courteous and helpful.  If you want a response, we’ll get back to you within five working days.

We aim to deal with your concern in full in this initial response.  However, if this isn’t possible, we will send you a second more comprehensive reply as quickly as possible.

If you have a complaint that you want to take further, we have a more formal three-stage process, with these timescales:

· Investigation (up to 20 working days)

· Review (up to 20 working days)
· Appeal (up to 40 working days)
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Quick, Fair, Courteous, Helpful cont:
If your complaint goes through all three stages and is still not resolved, you can go to the National Federation of Enterprise Agencies.  More information about the NFEA can be found on the website http://www.nfea.com or by phoning 01234 831623.
To contact us with your Compliment, Comment or Complaint

Please fill in the form attached and post to:

The Agency Manager

ESN

214a Kettering Road

NORTHAMPTON

NN1 4BN

or

‘Phone or fax ESN on:

Tel.  01604 259700

Fax. 01604 259800
or

E-mail us at:

enquiries@enterprise-solutions.org.uk
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My Compliment / Comment / Complaint is:

Would you like a written reponse?          FORMCHECKBOX 
  Yes      FORMCHECKBOX 
  No 
Would you like us to contact you to discuss this issue further?   FORMCHECKBOX 
  Yes      FORMCHECKBOX 
  No
My contact details
Name:







Address: 




Tel: 



E-Mail: 

Office use

Written response   FORMCHECKBOX 
                                        Follow up undertaken   FORMCHECKBOX 
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