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G roup C omplaints  

P O L IC Y  
 
G roup C omplaints   
IAM R oadS mart G roups  have a res pons ibility to ens ure complaints  received are res ponded to and dealt 
with in an effective and timely manner. IAMR oads mart Handbook v1.01 refers  
 
D efinition of a C omplaint:  where a cus tomer or group member expres s es  dis s atis faction with an IAM 
group, member, product or s ervice or failure in proces s es .  
 
A ims  of our IA M R oadS mart G roup C omplaints  P olic y   
T he aims  of our policy is  to ens ure we have a complaints  proces s  that is  flexible and res pons ive to the 
needs  of individual complainants . In addition, it s hould emphas is e the need to communicate effectively with 
complainants . 

O ur policy is  to ens ure:  
• C omplainants  are lis tened to and treated with courtes y, empathy and fairnes s ;  
• C omplainants  are kept informed of the progres s  and outcome of inves tigations  into their complaint;  
• Apologies  are g iven where appropriate;  
• Action to rectify the caus e of the complaint is  identified, implemented and evaluated;  
• We learn from complaints  to continually improve relations hips , products  and s ervices ; and  

o C omplaints  handling complies  with confidentiality and data protection policies .  
• All IAM R oadS mart G roup C ommittee members  mus t be familiar with the complaints  handling 

proces s . T his  includes  details  of how cus tomers  and group members  can make complaints  and to 
whom.  

• T hat one group committee member is  ultimately res pons ible for dealing with complaints . T hey may 
delegate this  tas k to another committee member but they remain res pons ible.  

• T he committee member delegated to handle the complaint is  res pons ible for:  
o Managing the s pecific complaint;  
o E ns uring action is  taken to addres s  is s ues  ra is ed in complaints  and, where appropriate, 

identifying improvements  to proces s es  and procedures ;  
o E ns uring G roup members  are aware of, and unders tand, the C omplaints  P olicy;  
o K eeping the complainant informed as  to progres s  and res olution of their complaint  
o E ns uring a ll complaints  have been logged  
o Identifying improvements  to proces s es  and procedures . 
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