
                                                                     

Complaints Procedure
We are delighted to hear from those who use our services and find them helpful.  However we realize that there may be an occasion when you may not be very happy with the service received and we want you to know what you can do and what will happen in such a case.

WILL I BE LISTENED TO?

We want to provide the best possible service and we always want to resolve any complaints.  We will consider carefully what is said and respond.  If the complaint is valid (see below) then we will change any procedures as necessary.

HOW DO I LET YOU KNOW?

The easiest way is to use our Complaints Form (a copy is attached to this document), however, you can ring, e-mail or fax us as well (Tel. 01971 521238; E-mail northwest.tc@virgin.net; Fax 01971 521488). Our policies and associated forms are also available for download from our website http://northwesttrainingcentre.weebly.com
WHAT HAPPENS THEN?

1. We will consider your complaint and respond to you initially within 5 working days.  In most cases the complaint will be able to be resolved within that time.

2. However, where the complaint cannot be resolved within 5 working days, the complaint will be investigated by our Chairperson and you will hear further from him/her within a further 10 working days. 

3. If you are still dissatisfied with the outcome then the complaint will be referred to the next Management Committee Meeting and you will be informed of the date of that meeting. .

4. After that Meeting you will receive full details of discussions relevant to your complaint any remedial action agreed.

5. If any deadlines cannot be met you will be kept fully informed as to what is happening.

6. If after this Meeting you feel there is still a complaint outstanding we will bring a mutually acceptable third party to mediate in the resolution of the complaint.
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