London Cruise Terminal: Port of Tilbury

Outline of Complaints Procedure
Stage 1 Complaints
When a customer or third party makes a complaint to a staff member, the staff
member must acknowledge the complaint and approach the issue in a solutionorientated, non-defensive way. If the staff member is unable to quickly resolve the
issue, the customer will be asked to obtain a complaints form from the Security
Supervisor, which should be completed explaining the problem and how they wish
this to be resolved. The form should be returned to the Security Supervisor in a
sealed envelope who will hand it to the Cruise Manager to act upon as soon as
possible.
Lynda Viccars – Cruise Manager: 01375 892360

Stage 2 Complaints
Formal complaints should be addressed to the Cruise Manager or, in the event that the
complaint involves the Cruise Manager, Marine and Cruise Manager.
Richard Exley – Marine and Cruise Manager – 01375 892369
The Cruise Managers should formally acknowledge the complaint within 3 working
days of the complaint being received.
The complaint should then be investigated and feedback should be given to the
complainant within 10 working days, or if the investigation should take longer, then
the complainant should be kept informed of the progress.

Stage 3 Complaints
In exceptional circumstances a complainant may appeal against the outcome, but only
on the grounds that the person investigating the complaint did not do so fairly and
reasonably, or that Stage 2 was not followed in some way.
When a complainant wishes to appeal the decision of a Stage 2 complaint, the appeal
request should be made in writing addressed to the CLIA setting out the groups of the
appeal. An appeal with inadequate grounds and evidence will be dismissed.
The appeal shall be heard by a panel of three members of the CLIA, which shall not
include the person who made the decision at Stage 2.

The Cruise Manager should formally acknowledge the appeal application within 3
working days of receipt.
The CLIA panel can then reject the complaint by the complainant giving reasons.
However, if the panel believe there is a case to answer, they will ask the staff member
of Stage 2 to respond to any claims of unreasonableness, unfairness, or procedural
irregularity from reading the complainant’s appeal. The CLIA are expected to reach a
decision fairly and reasonably.
If the appeal panel upholds the complaint, they will tell the complainant in writing
and write to Stage 2 investigation explaining in what way the complaint was not
handled fairly and reasonably, or how the procedure was breached. They will instruct
the Stage 2 investigator to reconsider the complaint fairly and reasonably and
according to procedure.
If the appeal panel does not uphold the complaint, they will write to the complainant
giving reasons.
The appeal panel may decide to uphold part but not all of the complaint, and will
respond to the complainant accordingly.
The decision of the appeal panel is final.

