Complaints Procedure

How to Complain.

Any complaint made against Sirius or an individual member of staff is taken extremely seriously, both by the member and by the Company. It is in fact a rare occurrence, which makes it all the more important, and an event, which we can use as an opportunity to improve our service. It may well be that any dispute can be quickly resolved to your complete satisfaction by direct contact with Sirius. But if this should fail you have the option to take the matter further.

Any complaint should be made within 1 month of the event taking place, but in exceptional circumstances complaints will be accepted up to 3 months after the event

. In the first instance, any complaint must be brought to the attention of your contact at Sirius. It may well be that rectification of the matter, if that is possible, together with a sincere apology is all that is required to put you at ease with the situation.

If however, you consider the situation to be of a more serious nature, then your complaint setting out all the facts should be put in writing to Sirius as soon as possible.

The manager at Sirius then has a duty to acknowledge, investigate and respond in detail to your complaint as quickly and as practically possible.

The complaint will be dealt with the utmost seriousness and the manager will provide a solution acceptable to the client, and take whatever appropriate action is necessary to prevent a repetition of the problem. If however, you are not satisfied at any stage with the response you receive from the manager or if you believe the matter needs to be more formally investigated then you can ask that the complaint be dealt with directly by the Sirius Board of Directors.

This option should be chosen when you still wish to come to an amicable resolution of your complaint with Sirius, but feel the Board should have the opportunity to investigate the matter and propose an acceptable solution, while also taking appropriate action to prevent any repetition of the problem. The Chairman and the members of the Board will try to recommend a solution acceptable to both parties while also taking suitable corrective action, if required, in relation to the problem.

Initially your correspondence should be addressed to:

The Manager

Sirius

8 St Augustines Gate

Hedon

HU12 8EX
Data Protection

The Data Protection Act 1998 regulates the processing of information relating to individuals including the obtaining, holding, use or disclosure of such information. Complaint records will hold personal information and as such the data subject will have a right to see the information held about them. This right also enables the subject to request the rectification of an incorrect data on the record.  
