GIANT CASH BONANZA  

PROCEDURES FOR DEALING WITH COMPLAINTS

What constitutes a Complaint

Any expression of dissatisfaction from or on behalf of a customer whether oral or written and whether justified or not.
Usually a complaint will relate to;

· The outcome of  gambling transaction

· The way in which a gambling transaction is managed

· Concerns regarding the way the licence holder carries out its business in relation to the three licensing objectives

Receiving a Complaint

A copy of the Complaints Procedure is provided to any client who requests it. 
All complaints, whether they are oral or written, are referred immediately to Gary Kershaw, even if the complaint has already been resolved by way of an apology. 

Any oral or written statement by a client which might be considered a complaint is also referred to the Compliance Officer so that he can determine whether it is a complaint or not.  

Record Keeping 
Gary Kershaw will record all complaints on receipt. All records are kept for a minimum of six years.

Acknowledging the Complaint

In relation to all complaints, Gary Kershaw will acknowledge the complaint in writing within 3 working days.

The acknowledgement letter will outline the result of the investigation if complete however if the investigation is not complete, it will confirm that GCB:
1. Will investigate the complaint and respond within 8 weeks;

2. Point out that on completion of the investigation the complainant will be informed of the outcome and options available to him including referral to our Alternative Dispute Resolution (ADR) firm;
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Investigation

Gary Kershaw will investigate all complaints and may where he considers it necessary, consult the adviser/member of staff whose actions or omissions gave rise to the complaint.  

Immediately on completion of the investigation, Gary Kershaw will write to the complainant notifying them of the outcome of the investigation, the nature and terms of any settlement, and that if the complainant is not satisfied with the outcome that they may refer the matter an appropriate ADR.
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Closing the Complaint

Where CGB receives confirmation from the complainant that they are satisfied with the findings of the investigation and any resolution, the complaint could be considered closed by CGB

