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MANAGING
COMPLAINTS
Our commitment to delivering 
an excellent service

Service standards:  
the service you can  
expect from us
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OUR COMMITMENT
TO MANAGING 
COMPLAINTS:
This leaflet explains our commitment 
to managing complaints and the 
service we promise to deliver to 
meet this commitment. 

We aim to provide an excellent 
service to all residents. 

However, we recognise there may be 
times where our services fall short of 
your aspirations and our standards.

If we do get things wrong, we will 
put them right, learn from our 

mistakes and 
let you know 
what we’ve done 
to remedy the 
situation.
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TO MEET OUR
COMMITMENT WE WILL:

 è Make it as easy as possible for you to make a complaint 
by telephone, email, letter, via our website, in person, or 
through an advocate

 è Give you the name of the colleague who will deal with 
your complaint and who you can talk to about any 
subsequent concerns

 è Provide a tailored service for vulnerable residents and those 
with specific needs

 è Resolve the issue in 10 working days, unless it’s complex. In 
this case, we will agree a timescale with you and keep you 
informed of progress at least every 10 working days

 è Apologise if we get something wrong

 è Clearly communicate what action we’ve taken and advise 
you of what you can do if you’re unhappy with the decision 
we’ve made

 è Learn from our mistakes and demonstrate where changes 
have been made to services as a result of your feedback

 è Give you the chance to feedback on the service you’ve 
received from us.
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HOW YOU CAN HELP US TO
MEET OUR COMMITMENT:

 è Provide us with as much information as possible when 
making a complaint so we can direct it to the appropriate 
colleague

 è Tell us if you’re unhappy with the service you’ve received 
from us so that we can put it right

How to contact us:
 enquiries@bvt.org.uk
 0300 333 6540 (Birmingham)    01952 293 777 (Shropshire)
 bvt.org.uk    /Bournville.Village.Trust     @BVTnews

Visit our offices: 
   350 Bournville Lane,  
Birmingham B30 1QY 

   Cherry Tree House,  
Lightmoor Village,  
Telford TF4 3TX
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TRANSLATIONS
ENGLISH
If you would like this document translated into a different 
language, please contact our Customer Services team on  
0300 333 6540.

FRENCH
Si vous souhaitez que ce document soit traduit dans une autre 
langue, veuillez contacter l’équipe du service clientèle au  
0300 333 6540.

SERBIAN
Ako želite da ovaj dokument bude preveden na drugi jezik, 
molimo pozovite Tim za korisničku podršku na 0300 333 6540.

SOMALI
Haddii aad jeclaan laheyd dokumeentigan oo ku tarjuman 
luuqad kale fadlan kala xiriir Kooxda Adeegyadda Macaamiisha 
halkan 0300 333 6540.

SWAHILI
Iwapo utapenda waraka huu utafsiriwe katika lugha tofauti, 
tafadhali pigia simu Kundi la Huduma za Wateja namba  
0300 333 6540.

HINDI

URDU

PUNJABI

ARABIC


