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Wales England Care Training Ltd 

“WE Care” 

Types of Complaint 
 

- Overall Company complaints of a Serious Nature – Directors. (RE / KC / CC) 
- Assessor / Learning or Employer based complaints – Business Manager. (NV / DC) 
- Assessor / Learner / Employer escalation complaints – Quality Manager (HH) 
- Certification complaints / Queries – Administration Co-ordinator / IQA.   

 

Complaints Process 
 

1. If a complaint comes in or customer service query reference certificates can you please 
update the customer service / complaints log stored on the M drive. 

2. Can you the please e-mail the responsible individual (see above) to update and finalise the 
log. See below for detail: 

 
 
 

1.Complaint received via phone or 
website. 

2. Open Customer Service and 
Complaints central spreadsheet on 
the M drive administration folder. 

3. Update first name, surname, 
nature of complaint. Save. 

4. E-mail the relevant Senior person 
informing them there is a complaint 
open under their name. Also include 
a brief detail of the complaint. Send 

cc your line Manager. 

5. Senior Person responds to e-mail 
confirming acknowledgement of 

complaint. Senior person to respond 
and update complaint spreadsheet 

until resolved. Escalation. 

6. If escalation occurs then the 
complaint is moved either to the 

Quality Manager / Business 
Manager or Director.  


