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Stonewall is committed to providing an efficient and friendly information service. We appreciate all feedback from our service users and aim to deal with complaints in the following way. 

Complaints should be submitted directly to the Information Officer by email, post or phone. 

The service user may be asked to provide further information relating to their complaint. The Information Officer will examine the nature of the complaint and respond to the service user to address their concerns as fully as possible, within seven working days. If the complaint will take longer to deal with, for example if further investigation is required, then the service user will be informed. 

Any action taken as a result of a complaint will depend on the specific concerns raised by the service user. The service user will be informed of any action taken following their complaint. 
If a service user is unhappy with the response received, the complaint will be passed on to a more senior member of Stonewall staff (the Head of Policy and Research or the Director of Public Affairs). They will respond to the service user within ten working days. 

The complaints procedure for the information service is not intended to be a vehicle for complaints about Stonewall policy or campaigns. It is a process for service users who have a genuine concern about the information they received or the manner in which they were deal with by Stonewall staff or volunteers.

Stonewall’s Information Officer, Louise Kelly, can be contacted directly on louise.kelly@stonewall.org.uk or on 0207 593 1889. 
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