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This document is also available in accessible
formats. If you would like this information in an
alternative language or format such as large
print, Braille or audio please contact us on 0370
6060699 or e-mail: mail@mawwfire.gov.uk.
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French

Si vous voulez accéder a ces informations dans
une autre langue, en gros caractéres ou dans un
format Braille ou audio, veuillez nous contacter au
0370 6060699 ou par e-mail : mail@mawwfire.gov.
uk.
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Customer Feedback
We have high expectations of all our staff, particularly when dealing with you. We hope you find us

friendly, accessible and professional. This booklet outlines our compliments, comments and complaints
procedure.

Compliments
We are always pleased to know that we are providing a good service or that our staff are doing a good

job. It helps us to know that we are developing services in the right way and we always pass on your
compliments to members of staff.

Comments
We are constantly looking at new ways to improve our services and we welcome all customer comments.

Comments are important to us because we can learn from what we are doing and build upon it.

Complaints

Sometimes things go wrong and it will help us to improve our services if you let us know when they could
have been better. Quite often complaints can be sorted out on the spot, but if not, we aim to investigate
your complaint fairly and fully and deal with it quickly and politely.

We want to hear from you if you are dissatisfied in any way with a service provided by the Authority, or
any organisation contracted to work for the Authority.



Let us know how we are doing
You can make a compliment, comment or a complaint by:
= Writing a letter to the Customer Service Officer

Customer Service Officer

Corporate Communications and Member Support Department
Mid and West Wales Fire and Rescue Service Headquarters
Lime Grove Avenue

Carmarthen

SA31 1SP

Telephoning 0370 6060699 to speak to our Customer Service Officer

"

=) 01267 220562
£ E-mail mail@mawwfire.gov.uk
www Completing our online customer feedback form

Other ways to complain

You can also make a complaint to the Fire Authority.

The Authority is run, like local councils, by elected members who you can contact at any time. If you
would like to write to an elected member you can ring Corporate Communications & Member Support
Services on 01267 226 864 who will be glad to provide you with their names. You can also access this
information from our website, or you can write to elected members at:

Fire Authority Monitoring Officer
Mid & West Wales Fire Authority
Headquarters

Lime Grove Avenue

Carmarthen, SA31 1SP



What is a complaint?

If you are not satisfied with the service you have received please explain the problem to the member of
staff you are dealing with. Give them a chance to put the problem right as most difficulties can be sorted
quickly in this way. If you are still not happy you can make a formal complaint.

A complaint will be investigated if it is one of the following:-

* An expression of dissatisfaction about the standard of service.

» Actions or lack of action by the Fire Service affecting an individual or group.

» A complaint that the Fire Service has failed to observe proper procedures.

» A complaint that there has been an unacceptable delay in dealing with a matter.

* A complaint about the way in which an individual has been treated by a member of the Service.

Anonymous complaints

All complaints received must include your contact details, any anonymous correspondence will not be
formally dealt with. If you make a complaint we will only discuss it with the people who need to know, in
order to try to put it right, and we will tell you who they are.

Is there a time limit for making a complaint?

It can be difficult to look into things that happened a long time ago. Unless there are exceptional
circumstances, we will not consider a complaint about something that happened more than 12 months
ago.

Formal Complaint
Here is information on our three step complaints process:

Step 1: What happens when | make a formal complaint?
Step 2: I'm still not satisfied. What should | do now?
Step 3: | would like to take my complaint further

Step 1: What happens when | make a formal complaint?

We will send you a letter telling you that we have received your complaint. We will aim to send you
this letter within two working days. When you make your complaint, one of our officers will investigate
the problem. You will be given the name and phone number of a contact officer who can explain our
complaints procedure and if required, guide and assist you.

We will aim to give you a full reply within 14 working days. If we cannot give a complete answer, or if

your complaint is of a complex nature, we will tell you what we are doing to investigate your complaint
and how long we expect it to take.



If your complaint falls under a special procedure (for example, a disciplinary or legal procedure) we will
tell you.

If we consider that your complaint is justified, we will apologise and let you know what we can do to put
things right. If we feel that your complaint is not justified we will tell you why.

Step 2: I'm still not satisfied. What should | do now?

If you make a complaint to us and you are not happy with our reply, you can take things a step further
and appeal the decision. You can appeal to undertake a review of the matter within 28 days of the final
letter regarding your complaint. Your letter should be directed to the Chief Fire Officer at Fire Service
Headquarters, Lime Grove Avenue, Carmarthen, SA31 1SP. We will acknowledge your request for an
appeal within 2 working days of you contacting us and a full response will be provided within 28 working
days.

Step 3: | would like to take my complaint further

We hope that we will be able to resolve most complaints at steps 1 or 2 but if you are still unhappy
with our reply, you can refer the matter to the Public Services Ombudsman For Wales to request an
independent investigation of your complaint.

Please note, the Ombudsman will usually only consider your complaint once you have been through step
1 of our complaints procedure. The Ombudsman normally expects you to bring your complaint within 12
months of becoming aware of the problem.

For more information about the Ombudsman, you can contact them at:

| Public Services Ombudsman For Wales
o 1 Ffordd yr Hen Gae

Pencoed,

CF355LJ

01656 641150
01656 641199
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E-mail ask@ombudsman-wales.org.uk
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w www.ombudsman-wales.org.uk
Your case will be reviewed by an officer from the Ombudsman’s office. If you would like us to contact the

Ombudsman on your behalf we will acknowledge that the matter has been sent to the Ombudsman within
2 working days.



