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Scope
All learners, employers, stakeholders and members of the public

Purpose
To timely and effectively resolve complaints and to use the information to improve our service
and to ensure complaints can be handled professionally.
Comment
It is accepted that at times a person can feel aggrieved by their treatment of service. It is essential
that Key Training have a professional mechanism to deal with the complaint.
It is in everyone’s interest for the company to respond effectively and openly to all requests for
an investigation into a suspected incident of malpractice.
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Procedure

Contact Any appropriate member of staff

who will listen to your complaint, take details and contact information and pass complaint to
the relevant Manager or if in doubt to the HR Manager

1. Complaint is documented on the complaints log by the Manager
2. The Manager contacts the complainant within 24 hours of receipt of complaint to gain
further details if required
3. If not resolved immediately the Manager or Quality Manager agrees to investigate
feedback within 10 working days
4. The Manager investigates making appropriate notes and interviewing relevant staff
5. On conclusion of the investigation the Manager or Quality Manager contacts the
complainant. If resolved the progress section of the complaints log is completed.
6. The Quality Director will review the details of the complaint on the complaints log
monthly

Procedure for unresolved complaints
The Chief Executive investigates the complaint and writes a short report on the
result of the investigation with appropriate action to be taken.

The Chief Executive informs the complainant in writing of outcome and actions to be taken
within 10 working days

The Quality Team analyses complaints quality for trends and investigates appropriate action to
improve the service provided
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