
Complaints Procedure 

Our Charter 
 
Surf Life Saving Great Britain is committed to providing a high quality service to all its members 
and volunteers. We intend to provide services through best practice and in line with appropriate 
needs. We shall continually seek to improve. 
 
Our Aim 
 
Our aim is to listen to appeals and complaints and handle them quickly, effectively and in a fair 
honest way. It is our intention to learn from them so we can continuously improve our service. In 
order to do this we need to know when we get things wrong. We would also welcome any 
compliments or comments to ensure we continue to repeat the things we are doing right. 
 
What is a Complaint? 
 
A complaint is a written expression of dissatisfaction, whether justified or not. It can be about the 
standard of service we provide or the behaviour of others. 
 
Anonymous Complaints 
 
We would not normally deal with anonymous complaints, other than in a very general way, given 
the difficulty of our carrying out a full investigation. We will, however, retain such complaints on file 
as they may provide an early warning of a service delivery failure. 
 
How We Handle Complaints 
 
We will treat all complaints seriously with courtesy and fairness at all times. We will keep anyone 
making a complaint updated on a periodic basis, until the complaint is fully resolved. The complaint 
is handed by the SLSGB Education Coordinator in the first instance. 
 
Who to Contact 
 
All complaints should be addressed to Surf Life Saving GB, 18 Southernhay West, Southernhay, 
Exeter, EX1 1PJ. Complaints by email or mail should be titled ‘Formal complaint’. SLSGB will 
determine the level of investigation into the complaint and identify an appropriate member of staff 
to conduct the investigation and actions required to resolve it. The SLSGB Education Coordinator will 
endeavour to acknowledge all complaints within 5 working days of receipt. 
 
Recording Complaints 
 
All complaints received will be logged by the appropriate administrator in the office and unresolved 
complaints reported to the SLSGB Management Team so that we can monitor the types of problems, 
the best way to sort them out and how long we are taking to deal with them. This will also help us to 
take a closer look at how we can improve our own service delivery. 
 
Confidentiality 
 
All complaints received will be dealt with the according to the SLSGB confidentiality policy. 
 
Data Protection 



 
All information will be handled in line with Data Protection Act 1998. 
 
Following the Result 
 
If the complaint is upheld, we will offer an explanation and an apology. We will take action, if it is 
appropriate to solve the problem properly. 
 
Still Not Happy 
Anyone not happy with the outcome of a complaint and wishes to appeal should write to Surf Life 
Saving GB, 18 Southernhay West, Southernhay, Exeter, EX1 1PJ outlining the grounds for the appeal. 
SLSGB’s decision will be final and not subject to a further appeal. We will endeavour to acknowledge 
all appeals within 5 working days of receipt. 
 
Disciplinary 
 
In the event that the result of an investigation into a complaint, and formal action against an 
individual becomes necessary, the individual will be subject to the SLSGB’s formal disciplinary 
process. 
 
Equal Opportunities 
 
SLSGB aims to ensure that all people irrespective of their age, disability, gender reassignment, 
marriage and civil partnership, race, religion or belief, sex or sexual orientation are valued and 
treated with respect. 
 
Compliments 
 
Compliments are always welcome, whether it’s regarding our service or a member of staff and help  
us to continue to undertake work that is making you happy. 
 
Comments 
 
Comments or suggestions are always welcome, whether it’s regarding our service or a member of 
staff. 
 
Contacts 
Post: Surf Life Saving GB, 18 Southernhay West, Southernhay, Exeter, EX1 1PJ. 
Email: education@slsgb.org.uk  
Tel: 01392 229824 
Website: www.slsgb.org.uk  
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