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Active Nation is committed to the highest level of service possible for all our customers. To make sure your experience is as positive as possible we’ve made sure our team are available to speak to in person or on the phone. 

We’ve also invested in our website, which allows you to contact us electronically 24 hours a day, seven days a week. 

As an organisation, we hold the Quest, Investors in People and Charter Mark standards of excellence. 



But we don’t always get it right. This leaflet is designed to help you make a complaint, suggestion about where we could improve or provide feedback where you have found our service to be positive. We’ll use this information to make changes that make a difference to you. 

Making a complaint

If you’re unhappy with any aspects of our service, please let us know. All our contact details are contained in this leaflet. 

It could be you are dissatisfied with the way our staff have treated you or handled your enquiry. This could be a simple customer service error or a more serious issue. 

You may have had a poor experience at one of our buildings or be concerned about a lack of facilities or you may imply have a suggestion about how our service could improve. 

Remember, we can’t do anything about it if we’re not aware there’s a problem in the first place. When things go wrong we want to know. We’ll use the information to put things right for the future. 

The first step
If you’re unhappy we’d ask you to contact us within the centre in the first instance. Where we have let you down we will try to put things right immediately. If you write us or are not happy with our response to your visit or telephone call your complaint will enter our formal complaints procedure.

Formal complaints procedure 

Our aim is to:

· Make an initial response within 2 working days if their preferred channel of communication is by e-mail or telephone

· Acknowledge written communications within 7 days of receiving your complaint to acknowledge that we have received it. 

· Your complaint will be passed to and dealt with by a senior manager in the appropriate department. 

· If it is more complex, it might take longer, but we’ll keep you up to date on progress at regular intervals. 

If you are not satisfied you can refer your complaint to the General Manager or ask to make sure that it is referred further. Again you will be kept informed of progress and we will seek to deal with the matter within 10 days.   

If you are still unhappy

If you are still unhappy with the way we have dealt with your complaint you can then contact the Contract Manager of the Chorley contract who is based at All Seasons Leisure Centre. (contact details below) 
Making complaints, comments and compliments 

Feedback is always welcome and actively helps us plan and deliver better services to you. If you compliment us in one area we can use it to ensure that good practice spreads to other services. You may simply want to make a comment. Why not let us know by writing to us at the addresses below, or by telephoning (see below). If you leave your address we will send you a reply.

You can do this by:

· Completing a ‘Tell us what you liked’ from at the centre 

· Leaving a message in the verbal comments book at reception 
· Calling All Seasons Leisure Centre, Clayton Green Sports Centre,  Coppull Leisure Centre or Brinscall Swimming Pool (see numbers below)  

· Writing to the General Manager at the relevant sites listed below IAL

· Registering your comment on our website at www.activenation.org.uk 

All Seasons Leisure



Clayton Green Sports Centre

Water Street 




Clayton Green Road

Chorley 




Chorley

Lancashire 




Lancashire 

PR7 1EX




PR6 7TL

01257 515000



01257 515050
Brinscall Swimming Pool


Coppull Leisure Centre

Lodge Bank




Springfield Road

Brinscall 




Coppull

Lancashire




Chorley
PR6 8QU




Lancashire

01254 830453



PR6 7TL






01257 515060
