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Sinoguards Complaints Policy and Procedure
Our aim:
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 Sinoguards Marine Security Ltd is committed to providing a High-quality service for its Clients

working in an open and accountable way that builds the trust and respect of all concerned.

One of the ways in which we can continue to improve our service is by listening and

responding to the views of our Clients, Customers and Operators, and in particular by

responding positively to complaints, and by putting mistakes right.

Therefore Sinoguards aim to ensure that:

 Making a complaint is as easy as possible.  

 We treat a complaint as a clear expression of dissatisfaction with our service, which calls for

an  immediate response.  

 We deal with it promptly, politely and, when appropriate, confidentially.  

 We respond in the right way - for example, with an explanation, or an apology where we have

got  things wrong, or information on any action taken etc.  

 We learn from complaints, use them to improve our service, and review annually our

complaints  policy and procedures in accordance with our ISO Procedures.  

Sinoguards recognise that many concerns will be raised informally and dealt with
quickly. Our aims are to:
 

 Resolve informal concerns quickly.  

 Keep matters low-key.  

 Enable mediation between the complainant and the individual to whom the complaint has been

 referred.  

An informal approach is appropriate when it can be achieved. But if concerns cannot be

satisfactorily resolved informally, then the formal complaints procedure should be escalated to

the Company Director’s for intervention and formal resolution.  

Preamble

Definition: Sinoguard’s defines a complaint as 'any expression of dissatisfaction (with SG’S)

with any member of our operational staff, or with an SG’S Agent that relates to SG’S

Business and that requires a formal response.
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Purpose:The forrη al compIaints procedure is intended to ensure that a"complaints are handIed fairIy,

consistently and、 ″herever possib丨 e resolved to the comp|ainantIs satisfaction

sinoguards responsibⅡ ity w∶ Il be to:

AcknoW丨edge the formal complaintin wo刂 ng

Respond、耐thin a stated peHod of臼 me;Current PoⅡcy v刂 thin24Hours lllVhen

possib丨 e).

DeaI reasonab|y and sensitively、 Ⅳith the CompIaint

Take acuon where approp"ate.A Gomp∶ ainant,s responsib∶ Iity is to:

BHng their comp丨 aint,in w"Ⅱ ng,to SGJs a让 enⅠon normalIy wⅡ hin24Hours ofthe

issue aI· ising

Raise concerns prompuy and direc廿 yw"h the Management of sG’ s

EXp丨 ain the problem as c丨 ear丨 y and as fully as possib丨 e,inC丨 uding any acuon taken to

date`

AIIow SG’ s a reasonable刂 me to dea丨 with the ma廿er

Recognise that some cirCumstances了 ηay be beyond sinogurads control

Respons∶ bⅡitV for ACtion:A"Management and D∶ rectors of sG’ s.

Con】 denⅢ aⅡo:Exceptin excep刂onal circumstances,evenr attempt vvi"be made to

ensure that both the CompIainant and sG’ s rnaintain conⅡ den刂aIity.However,the

circumstances giving rise to the compIaint rnay be such thatit rnay not be possibIe to

maintain Conndenua丨 ity(witrl each comp丨 aintjudged on ks oWn me"o ShouId this be

the case,the situa刂 on Wi|Ibe exp丨 ained to the comp丨ainant  Ⅲonitoring and

Reporting:sinoguards、 ″iⅡ rnaintain a record of aII complaints and resoIutions.
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