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PACT’s complaints procedure

We would expect complaints to start at Level 1 but if you are
unhappy with the response you are given or feel it more
appropriate you can escalate to Level 2 or Level 3.

Level 1

You can complain by contacting the person
concerned who will try to resolve the issue within 14
working days.

Level 2

You can make the complaint directly to the line
manager of the person concerned or by filling in and
returning the reply slip attached.

If you are a child or young person, someone else can
make the complaint for you, or they can help you to
make the complaint yourself.

Your complaint will be looked in to by the manager
of the person or service you are complaining about.
They should give you a response within 28 working
days.

Level 3

You can write to PACT's Chief Executive (or to the
Chair of the Trustee Board if the complaint is about
the Chief Executive). The complaint will be looked
into and you should receive a response within 28
working days.

Level 4

If you are still not satisfied, you should write formally
to PACT’s Chief Executive requesting that an
independent officer examine the complaint. The

officer will be given six weeks to look into the matter.

The officer’s written report will be sent to you. You
will have the opportunity to respond in writing to a

Reply slip (you will need an envelope and stamp)
Please use this reply slip to send us your compliment, concern or complaint. If you prefer, you can contact us
by telephone, letter or email.




