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Service Based Complaints - complaints against the Landscape Institute

We continually seek to improve on the standard of our service but recognise there may be occasions
when things go wrong. We welcome feedback and suggestions about things we do well, where there is
room for improvement and ideas about what we should be doing in the future.

What is a service-based complaint?

We consider a service-based complaint to be any expression of dissatisfaction with a service provided
by the Landscape Institute or the way it operates. This dissatisfaction might arise from an area or
programme of work in which the Institute is involved, or from the actions of a member of staff or other
representative who is not a member of the Institute.

For complaints about members of the Institute please see Conduct and Complaints - Landscape Institute

What to do if you have a service-based complaint

If things do go wrong, we appreciate the opportunity to put them right. Most complaints can be sorted
out quite simply by discussing your problem at the point of service/contact. If time has elapsed since the
initial point of service you should contact the person or department you originally dealt with about your
complaint by phone or email. We can usually sort out mistakes and misunderstandings quickly at this
stage. If you are not sure whom to contact, you can find a list of services and contact details online.

When to raise a formal complaint

If your complaint has not been satisfactorily resolved, you may then register a formal complaint via the
Chief Executive at leadership@landscapeinstitute.org outlining your concerns. The complaint should
be submitted no later than 2 months after the occurrence.

What you need to provide

We ask that you provide as much information as possible to allow us to investigate your complaint. This
should include some or all of the following:

e your name and a valid email or home address for receipt of reply, telephone number
e a clear description of your complaint
¢ copies of any relevant correspondence between yourself and the Institution

What we do next

Investigate the complaint

The Chief Executive will allocate a senior member of staff as the Complaints Manager for your complaint
who will manage the investigation and advise you of the outcome. The investigation will involve a
thorough review of all the related and relevant correspondence between the Institute and yourself in
relation to the complaint. It may also involve liaising with third parties. The Complaints Manager will form
an opinion on whether:

¢ the complaint has been handled correctly and as well as it could have been
¢ all the questions reasonably raised by the complainant have been answered
¢ there has been any kind of injustice or hardship as a result of the Institution’s service.

The outcome of handling the complaint should be to provide a “fair and proportionate” resolution.


https://landscapeinstitute.org/conduct-and-complaints/
https://www.landscapeinstitute.org/about/contact/
mailto:leadership@landscapeinstitute.org

The LI welcomes and values constructive feedback about our work and approach and review it to
help us identify learning points and improve our services.

Right of Appeal

If you are not content with the reply that the Complaints Manager provides, the next step would be to
appeal against your reply to the President. The decision of the President following the appeal review
will be final and the matter closed.



