Complaints Procedure
Introduction:
North Area Transport Association (NATA) is committed to maintaining and improving an effective
system for handling complaints. A complainant should have the opportunity to raise a complaint
without fear of prejudice and knowing that their privacy and confidentiality will be respected at all
times during the process.
What is considered to be a complaint?
A complaint is an expression of dissatisfaction by one or more individuals about an action or lack of
action, or about the service provided by or on behalf of the North Area Transport Association
(NATA).
The following are not considered complaints:





An initial request for a hire or a place on a training course.
A request for information about a policy or procedure.
A grievance lodged by a member of staff, which would be handled through the internal
Grievance Procedure.
An appeal or dissatisfaction with a decision made as a result of a complaint.

How will we handle your complaint?
Our complaints procedure has two stages.

Stage One

A complaint is made to a member of staff,
usually a driver or an office worker.

Frontline Resolution

If the issue cannot be resolved there and
then we will attempt a resolution within
five working days.
Usually the time scale will be much
shorter than this.
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The outcome will be communicated to
the complainant.
This will be either face-to-face, by phone,
in writing or by email.

If the issue is not able to be resolved with
stage one an investigation into the
complaint will take place.

Stage Two
Investigation

The complaint will be handled by Senior
Management and/or the Board of
Directors.

An initial deadline of twenty working days
will be set, although extension may be
sort if the issue more complex and
requires careful, detailed consideration.

The outcome of the investigation will be
communicated in writing with full details
of the investigation, an explanation of its
findings and details of the relevant
contact at SPT who the complainant
should contact if they were not satisfied
with the result.
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