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The Board provides education and youth services for the people of the Southern part of Northern Ireland. We try to give the best service possible but there may be times when you feel that you have not been dealt with as well as you would wish. If this is the case we would like to know and to have the opportunity to put matters right. 
This leaflet tells you the best way to let us know if you think: 
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we have failed to do something we agreed to do
we have done something wrong
we have treated you unfairly or discourteously
step 1

The Southern Education and Library Board will listen to those who use its services and thereby learn from what they have to say to us so that we will be able to improve what we do in the future.  If you are unhappy about the service you have received from the Board you should make your complaint, in the first instance, by speaking to the person who is dealing with your problem or enquiry.  Alternatively you may wish to complain in writing or by e-mail, or by using the Customer Care Form available from the Board’s website at www.selb.org 
If you do this please say:
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what the problem is

what you have already done to try to solve it
which officers you have dealt with

what you want the Board to do now
step 2

We hope that most complaints can be resolved at the first stage but if this is not the case and you still feel that your complaint has not been fully dealt with, contact the Head of the Department concerned. Again it is helpful if you can give the details in a letter but, if you prefer, you can telephone or visit our offices. The Head of Department may not be able to see or speak to you in person, but may delegate someone to speak to you. 
Board Departments 

· Chief Executive’s Department – Chief Executive

· Financial Support Services – Chief Finance Officer

· Children & Young People’s Services – Head of Children & Young People’s Services

· Development, Planning & Support Services – Head of Development, Planning & Support Services

· Teaching, Learning, Curriculum & Youth – Head of Teaching, Learning, Curriculum & Youth

· Inter-Board Services – Inter-Board Services Manager
at:
3 Charlemont Place, The Mall,


ARMAGH      BT61 9AX


Tel: (028) 3751 2200
In all cases we will:
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	acknowledge your complaint within 3 working days
investigate it fully, fairly and confidentially
reply in full within 12 working days; if there is going to be a delay in doing so, we will let you know in writing the reason for this and when you may expect a detailed reply



Where we find that we have provided a poor service we will:
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	apologise and give you an explanation
put right any mistake(s), where possible
take action to ensure that the matter does not arise again


step 3
If you are still unhappy with the response you receive or the way you were dealt with, then you can write to the Chief Executive, Southern Education and Library Board, 3 Charlemont Place, The Mall, Armagh BT61 9AX.  The Chief Executive will carry out his own enquiry and reply to you within 12 working days.

The Role of the Commissioner for Complaints for Northern Ireland

It is the Board’s policy, wherever possible, to settle complaints locally and we hope that by using the process outlined above you will be able to resolve your complaint. 

If you are still not satisfied you can take your complaint to the Commissioner for Complaints who is independent and can investigate complaints against public bodies like us.
The Commissioner will normally expect you to have used our complaints procedure before considering your complaint.

You can contact the Commissioner for Complaints at:
The Commissioner for Complaints for NI

Progressive House

33 Wellington Place

BELFAST      BT1 6HN

Phone:
(028) 9023 3821

Freefone:
0800 343 424

Fax:

(028) 9023 4912

E-mail:
ombudsman@ni-ombudsman.org.uk
Or you can also write to:

The Commissioner for Complaints

Freepost   BEL 1478

BELFAST      BT1 6BR

The website address for information about the office of the Commissioner for complaints is:  

  www.ni-ombudsman.org.uk

Freedom of Information 

If you feel that your Freedom of Information request has not been dealt with within the 20 working day limit and/or that exemptions/public interest tests have been wrongly applied, you may ask for an internal review to be carried out. In order to do this, please contact the Corporate Information Systems Manager, either by post at: Southern Education and Library Board, 3 Charlemont Place, The Mall, Armagh BT61 9AX, or by e-mail: foi@selb.org Tel: (028) 3751 2255.  If you are still not satisfied or have been unable to resolve your complaint, you can contact the Information Commissioner to review the decision, at: 
The Information Commissioner’s Office – NI

51 Adelaide Street

BELFAST      BT2 8FE

Tel:
(028) 9026 9380

Fax:
(028) 9026 9388

E-mail: ni@ico.gsi.gov.uk
Equality and Human Rights 

The Southern Education and Library Board is fully committed to the fulfillment of its obligation under Section 75 (Equality Duties) of the Northern Ireland Act 1998 and the Human Rights Act 1998. We have developed an Equality Scheme which sets out how we will meet these obligations and provided equality and human rights training to our staff. 

If you believe that you have been directly affected by a failure of the Board to comply with the equality scheme or have acted in a way that is not compatible with human rights, please contact the Equality, Rights & Social Inclusion Office by telephone: (028) 3741 5381, by e-mail: kieran.shields@selb.org or by post: Southern Education and Library Board, 3 Charlemont Place, The Mall, ARMAGH BT61 9AX. You may also refer your concern directly to: 
	The Equality Commission for Northern Ireland
Equality House
7-9 Shaftesbury Square
BELFAST BT2 7DP
Tel:
(028) 9050 0600
Fax:
(028) 9024 8687
E-mail:
information@equalityni.org
Web:
www.equalityni.org

	Northern Ireland Human Rights Commission
Temple Court
39 North Street

BELFAST BT1 1NA 

Tel:
(028) 9024 3987

Fax:
(028) 9024 7844

E-mail:
nihcr@belfast.org.uk
Web:
www.nihrc.org



What is a Complaint? 

The Board defines a complaint as: “Any oral or written expression of dissatisfaction by any person, however made, about the service, actions or inactions of a body or its officers”. 

This expression of dissatisfaction could stem from a customer’s perception that the Board has: 
	[image: image6.jpg]



	failed to do something we agreed to do

done something wrong 

acted unfairly or discourteously

provided a service that is below the approved standard


Complaints can be made using any one of the following methods: 

●
in person 

●
in writing 

●
by fax 

●
by e-mail

●
by telephone

●
by commenting on-line using our Customer Care Form; copies are available from the reception desk in our public offices and on our website at www.selb.org
If you feel we can improve our services we want to hear from you.

We therefore welcome your comments and suggestions as well as your complaints.

It is important that:

· Anyone wishing to make a complaint, comment or suggestion knows how to do it.

· You are satisfied that we take seriously your complaints, comments and suggestions.

Southern Education and Library Board

3 Charlemont Place

The Mall

ARMAGH

BT61 9AX













