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COMPLAINTS POLICY

Guiding Principle

Language Interpreters Ltd welcomes feedback, complaints, compliments, and suggestions as an opportunity to
improve the quality, accessibility, and effectiveness of the services we provide. We are committed to investigating
complaints fairly, promptly, and professionally, while treating all parties with dignity, respect, and confidentiality.
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Introduction

This Policy sets out the principles and procedures for handling complaints received from clients, service
users, linguists, staff members, contractors, service providers, or any individual who has received or
requested services from Language Interpreters Ltd.

Complaints may be submitted verbally, by telephone, by email, or in writing.
Purpose of the Complaints Procedure
An effective complaints procedure enables Language Interpreters Ltd to:

Investigate concerns fairly and impartially.

Identify and rectify service failures where appropriate.
Improve the accessibility, quality, and delivery of services.
Promote accountability and continuous improvement.

Ensure complaints are resolved consistently and professionally.

Scope of the Policy
This Policy covers complaints relating to:

Accessibility of services.

The quality or standard of services provided.

The conduct, attitude, behaviour, or professionalism of staff.

The conduct, attitude, behaviour, or professionalism of interpreters, translators, transcriptionists, BSL
interpreters, relay interpreters, or other linguists.

Delays, communication issues, or service delivery concerns.

Discrimination, harassment, victimisation, or unfair treatment.

BSL, Deaf Relay, Deafblind, and other specialist communication support services.

Matters Not Covered
This Policy does not normally cover:

Matters already fully investigated through this procedure.

Dissatisfaction with company policies, commercial decisions, pricing, or contractual terms.
Complaints submitted outside the permitted timescale unless exceptional circumstances apply.
Anonymous complaints.

However, anonymous complaints may be considered at the discretion of Language Interpreters Ltd where
allegations involve safeguarding concerns, discrimination, fraud, criminal activity, professional
misconduct, or other serious matters.
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Who May Make a Complaint?
A complaint may be submitted by:

Clients.

Service users.

Linguists.

Employees.

Contractors.

Service providers.

Any individual who has received or requested services from Language Interpreters Ltd.

Where a complaint is found to have been made maliciously or with knowledge that the allegations were
false, Language Interpreters Ltd may discontinue the complaints process and take appropriate action
where justified

Data Protection & Confidentiality

Language Interpreters Ltd processes complaint information in accordance with the UK General Data
Protection Regulation (UK GDPR) and the Data Protection Act 2018.

Information provided during the complaints process will be used solely for investigating and resolving the
complaint and will not be used for unrelated purposes.

All complaints will be handled confidentially and access to complaint records will be restricted to
individuals involved in the investigation and resolution process.

Where a complaint raises safeguarding concerns involving a child or vulnerable adult, the matter may be
referred to the appropriate safeguarding authority or statutory agency in accordance with the Company's
Safeguarding Policy.

Complaint Records

Language Interpreters Ltd will maintain records of complaints, investigations, findings, actions taken, and
outcomes.

Complaint records will be retained in accordance with the Company's Data Retention Policy and
applicable legal obligations.

Where a complaint involves allegations of criminal conduct, fraud, abuse, safeguarding concerns,
discrimination, or serious professional misconduct, Language Interpreters Ltd reserves the right to refer
the matter to the police, regulatory authorities, professional bodies, or other relevant agencies.

Interpretation & Translation Standards

Language Interpreters Ltd recognises that interpretation, translation, transcription, and communication
support services involve professional judgement.

Differences in interpreting style, dialect, regional language variation, wording, terminology, phrasing, or
communication approach shall not, in themselves, constitute grounds for a complaint unless there is
evidence of material inaccuracy, misconduct, professional negligence, or a breach of professional
standards.

Time Limits for Complaints

Complaints should normally be submitted within fourteen (14) calendar days of the incident or service
provided.

Language Interpreters Ltd reserves the right to investigate complaints submitted outside this period
where:

It was not reasonably possible to submit the complaint earlier; and
Sufficient information remains available to allow a fair investigation.
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Functions of the Complaints Procedure

The primary purpose of the complaint’s procedure is to address the concerns of the complainant.
This may result in:

An explanation.

An apology where appropriate.

Corrective action.

Additional staff training.

Service improvements.

Assurance that appropriate measures have been implemented to prevent recurrence.

The secondary purpose is to provide valuable feedback to support ongoing service improvement and
quality assurance.

Compliments & Commendations

Clients, service users, and service providers may submit compliments or commendations regarding staff
members, interpreters, translators, or other linguists by writing to Language Interpreters Ltd.

Positive feedback is welcomed and contributes to staff development and service improvement.

12. Complaints Procedure

12.1.
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Stage 1 — Informal Resolution

If you are dissatisfied with any aspect of our services, you should notify Language Interpreters Ltd as soon
as possible.

Many concerns can be resolved quickly without requiring a formal complaint.

Complaints should not be raised directly with the interpreter, translator, BSL interpreter, or linguist
involved.

Complaints may be submitted:

By Email
complaints@language-interpreters.com

By Telephone
020 8123 5556

Where available, complainants should provide:

Booking reference number.

Date of assignment.

Names of parties involved.

Relevant correspondence.

Supporting documentation or evidence.

The complaint will normally be investigated by a Manager or designated member of staff.

Language Interpreters Ltd will acknowledge receipt of complaints within three (3) working days.
Following investigation, a written response will be provided.

Any Manager who is the subject of a complaint, or who has a conflict of interest, shall not participate in
the investigation or determination of that complaint.

If the complainant remains dissatisfied, the matter may proceed to Stage 2.

Stage 2 — Formal Complaint

A formal complaint may be requested where:
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The matter has not been resolved at Stage 1; or
The complainant remains dissatisfied with the outcome.

Language Interpreters Ltd aims to offer a meeting or formal review within seven (7) working days of
receiving the request.

The complaint will be investigated by a Manager who may:
Review documentation.

Interview relevant individuals.

Request written statements.

Review booking records and correspondence.

Following investigation, a written response will normally be issued within ten (10) working days.
The response will state whether the complaint is:

Upheld in full.

Upheld in part.

Not upheld.

The response will also explain:

The reasons for the decision.

Any corrective action proposed.

Any service improvements identified.

The right to appeal.

Where additional time is required due to complexity, the complainant will be informed accordingly.
Stage 3 — Appeal

If the complainant remains dissatisfied following Stage 2, they may request a final review by
Management.

The request must be submitted in writing to: complaints@language-interpreters.com

Language Interpreters Ltd aims to acknowledge the appeal within seven (7) working days.

A meeting may be offered where appropriate.

Management will conduct a final review of:

The complaint.

Evidence submitted.

Previous investigations.

Actions already taken.

A written decision will normally be issued within seven (7) working days following completion of the
review.

The Stage 3 decision shall constitute Language Interpreters Ltd's final internal response to the complaint.

Vexatious or Repetitive Complaints
A complaint may be considered vexatious where:
The complaint has been fully investigated and addressed.

The complainant refuses to accept the outcome without providing new evidence.
The complainant repeatedly raises substantially the same issues.
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Where a complaint is considered vexatious, Management may decide that no further investigation will be
undertaken.
The complainant will be informed of the decision in writing.

14. Outstanding Invoices
a. The submission of a complaint shall not affect the Client's obligation to pay any undisputed invoices due
under Language Interpreters Ltd's Terms of Business.
b. Complaints shall not be used as a basis for withholding payment unless otherwise agreed in writing by
Language Interpreters Ltd.

15. Accessibility & Equality

a. Language Interpreters Ltd recognises that some individuals may require assistance in making a complaint.

b. Reasonable adjustments will be made where necessary, including:
1. Interpreting services.

2. BSL support.

3. Accessible communication formats.

4. Assistance with written submissions.

c. Language Interpreters Ltd is committed to ensuring that complaints can be made without fear of
discrimination, prejudice, retaliation, or disadvantage.

d. No staff at Language Interpreters Ltd or the contracted Interpreters shall suffer detriment, victimisation,
retaliation, or adverse treatment as a result of making a complaint in good faith.

16. Review of Policy

a. This Policy will be reviewed at least annually and sooner where required due to legislative, regulatory,
contractual, or operational changes such as;

UK GDPR.

Data Protection Act 2018.
Equality legislation.
Industry best practice.
Operational requirements.
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b. Lessons learned from complaints, compliments, audits, and service reviews will be incorporated into
future revisions.

Language Interpreters Ltd
124 City Road, London EC1V 2NX

& 0208 123 5556
M complaints@language-interpreters.com
M info@language-interpreters.com
Website Terms, Policies and Procedures available upon request and via company communications.
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