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Complaints Handling Policy

Scope

This policy applies to:

e Learners and prospective learners
e Members of the public

e Clients and partner organisations
e Staff, contractors, and volunteers

It covers complaints relating to:

e Training programmes (online, face-to-face, or residential)

e Events and workshops

e Administrative processes and communication

e Conduct of staff, contractors, volunteers or representatives of the organisation

Aims and Objectives
This Complaints Procedure aims to:

e Provide a framework for LWDW Training employees to respond to and handle
Complaints.

e Ensure consistency in handling and resolving Complaints.

e Support our commitment to consistently provide high standards of training.

LWDW Training seeks to maintain and enhance our reputation of providing you with high
quality training. We value feedback as it assists us to improve. We are committed to being
responsive to the needs and concerns of any individual and will aim to resolve your
complaint as quickly as possible.

Our objective is to resolve most issues during the complainants first contact. It may not
always be possible to resolve a complaint on the first contact, for example, because
records need to be viewed or enquiries need to be made. Our objective is that complaints
which cannot be resolved during first contact will be resolved within time frames mutually
agreed.

Any complaint will be dealt with as high priority.
Principles
We commit to handling complaints in a way that is:

e Accessible - clear information on how to complain and appropriate support where
needed

e Fair and respectful - all parties are listened to without judgement
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e Timely — complaints are acknowledged and addressed promptly
¢ Confidential - information is shared only on a need-to-know basis
+ Proportionate - responses are appropriate to the nature of the complaint

+ Reflective and restorative — where possible, we seek understanding, learning, and
repair

Given the nature of our work around death, dying, and end-of-life care, we recognise that
emotional responses may arise and will be handled with sensitivity and care.

Definition of a complaint

LWDW Training defines the term ‘complaint’ as any expression of dissatisfaction or
grievance made to any employee in relation to any service that we provide.

This may include:

e Quality or delivery of training

e Communication or administrative errors

e Behaviour or professionalism of staff or contractors
e Failure to meet stated policies or expectations

How to make a complaint

If you are dissatisfied by a service provided by us you should in the first instance consider
speaking directly with the staff member you have been dealing with. Where appropriate,
we encourage concerns to be raised informally in the first instance, as many issues can be
resolved quickly through open and respectful communication.

Informal concerns may be raised by:

e Email
e Phone
e Conversation with relevant staff member

If the concern cannot be resolve informally, or if the complainant prefers, a formal
complaint may be made. These should be submitted in writing using one of the below
methods:

¢ By email: info@livingwelldyingwell.net

e By writing to us: Office 2, 15t Floor, 139 High Street, Lewes, BN7 1XS

e By completing a feedback form on our website.

If we receive your complaint verbally we will ask you to put your complaint in writing.

Information you will need to tell us:
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When we are investigating your complaint, we will be relying on information provided by
you and information we may already be holding. Where necessary, we may need to
contact you to clarify details or request additional information. To help us investigate your
complaint quickly and efficiently we will ask you for the following information:

Your name and contact details

The nature of the complaint

Details of any steps you have already taken to resolve the complaint

Details of any conversations you may have had with us that may be relevant to your
complaint

e Copies of any documentation which supports your complaint.

e The outcome sought, if known

Recording complaints

When receiving a complaint, we will record your name and contact details. We will also
record all details of your complaint, including the facts and cause/s of your complaint, the
outcome and any actions taken following the investigation of your complaints. We will also
record all dates and times relating to actions taken to resolve the complaint and
communications between us.

As part of our on-going improvement, complaints will be monitored by management for
any identifying trends and rectification/remedial action taken to mitigate any identified
issues.

If you lodge a complaint, we will record your personal information solely for the purpose of
addressing your complaint. Your personal details will actively be protected from
disclosure, unless you expressly consent to its disclosure.

Feedback

LWDW Training is committed to resolving your issues at the first point of contact,
however, this will not be possible in all circumstances, in which case a more formal
complaints process will be followed.

We will acknowledge receipt of your formal complaint within three (3) business days.
Once your complaint has been received, we will undertake an initial review of your
complaint.

There may be circumstances during the initial review or investigation of your complaint
where we may need to clarify certain aspects of your complaint or request additional
documentation from you. In such circumstances we will explain the purpose of seeking
clarification or additional documentation and provide you with feedback on the status of
your complaint at that time.

We are committed to resolving your complaint within twenty (20) business days of you
lodging your complaint, however, this may not always be possible on every occasion.
Where we have been unable to resolve your complaint within 20 business days, we will
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inform you of the reason for the delay and specify a date when we will be in a position to
finalise your complaint.

During the initial review or investigation stage we may need to seek further clarification or
documentation from you to assist us in resolving your complaint.

If we have sought clarification or additional documentation from you and we are waiting on
you to provide this information, we may not be able to meet our 20 business day
finalisation commitment. In such circumstances upon receipt of your clarification or
additional documentation we will indicate to you when we expect to be able to finalise
your complaint.

Once we have finalised your complaint, we will advise you of our findings and any action
we have taken. We will do this in writing, unless it has been mutually agreed that we can
provide it to you verbally.

You have the right to make enquiries about the current status of your complaint at any
time by contacting us.

Complaints Escalation Process

If the complainant is dissatisfied with the outcome, they may request a review within 10
working days of receiving the decision.

The review will be conducted by a senior person not previously involved in the complaint.
The outcome of the review is final within the organisation.

Boundaries and Unacceptable Behaviour
We are committed to respectful communication. While we understand that complaints
may arise from distressing situations, we will not tolerate abusive, threatening, or

persistent behaviour that undermines the safety or wellbeing of staff.

In such cases, we reserve the right to set boundaries around communication or, where
necessary, limit contact.

Confidentiality and Data Protection
All complaints will be handled in accordance with UK General Data Protection Regulation

(UK GDPR) and the Data Protection Act 2018. Information will be retained only as long as
necessary and accessed only by those involved in handling the complaint.

Last review by Nikki Newman January 2026
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