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Feedback Policy 

 
As an organisation we are committed to providing a client focused, consistent, credible 
and continuously improving portfolio of services and as such are commitment to listening 
and responding to our clients, associates and partners. 
 
Have your say 
We want to improve the service we provide and are committed to giving all of those we 
deal with the opportunity to express satisfaction, or dissatisfaction, with our service, 
policies, processes and procedures, and to changing those policies, systems and 
procedures where appropriate in order to improve our service. 
 
Equally, we need to know when we do things well so that we can disseminate best 
practice across the organisation. You can make a compliment, suggestion or complaint by 
phone, fax, in writing either by letter, email or by completing one of our feedback forms. 
We aim to resolve problems as soon as possible, and in many cases it should be possible 
to deal with them immediately. 
If we cannot resolve your complaint immediately we will acknowledge receipt of your 
complaint within three working days and will aim to provide a full response within 10 
working days. If we cannot do so we will keep you informed of progress towards providing 
a full reply. 
 
Improving our service to you 
We will record all compliments, suggestions, complaints and appeals and analyse all 
feedback received and consider whether our policies, processes and process require 
amending, either on a service specific basis or across the organisation. 
We will endeavour to make available details of our Feedback Policy in your preferred 
format. 
 
The Feedback Policy also provides a Complaints Process as detailed below. 
 
Contact Details 
 
emqc Ltd 
15, St Christopher Way, Pride Park, Derby, DE24 8JY. 
Tel: 0845 304 8600 
Email: info@emqc.co.uk 
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Review with Associate if 
applicable 

Client Support Officer records outcome on server log and 
client informed within 10 working days 

If complaint from 3
rd

 party request 
direct from complainant 

 

Written complaint received and logged by 
the CSM 

Client Support Manager passes to Client Support 
Officer. Client Support Officer acknowledges 

complaint in writing within 3 working days and 
informs client of process 

Oral complaint received 
and requested in writing  

First stage investigated by Client Support Officer 

Client satisfied 

 

Issue to address 

 

Corrective action taken 

 

Client not satisfied  

Second stage 
investigated by 
Client Support 

Manager 

Final stage 
investigated by 

Operations Manager 
with support from 

Operations 
Director/Managing 

Director/Independent 
Committee/External 

Bodies 

Corrective action taken 

 

No issues to address 

 

Review Associate and any 
policies/procedures 

accordingly 

 

Record close date on server log  
(if no response received from client within 1 month record close out date) 

 

Client still not satisfied at 
final stage 

 
 
 
 
 
 
 


