Killick Medical Services Ltd – Complaints Policy
Complaints Policy for Killick Medical Services Ltd Training Courses
A Comprehensive Guide to Managing Feedback and Concerns
Introduction
Training courses are essential for ensuring that employees have the knowledge and skills required to respond to medical emergencies. The delivery of these courses must comply with national standards, and participants should feel confident that their training is effective, accessible, and professionally managed. However, even with the highest standards, concerns and complaints may arise. This document outlines a comprehensive complaints policy for KMS training courses, ensuring a fair, transparent, and effective process for handling feedback.
Policy Statement
The organisation is committed to delivering high-quality training courses and values feedback from all participants. We recognise that complaints provide important insights that can drive continuous improvement. All complaints will be handled in a timely, fair, and confidential manner, with respect for the rights and dignity of all parties involved.
Aims of the Policy
· To provide a clear and accessible process for raising concerns or complaints about training courses.
· To ensure complaints are investigated thoroughly, impartially, and promptly.
· To resolve complaints to the satisfaction of all parties wherever possible.
· To use feedback to improve the quality and delivery of training courses.
· To ensure that participants feel safe and supported in raising their concerns.
Scope
This policy applies to all training courses delivered by the organisation, including in-person and blended formats. It covers:
· Complaints from course participants, employers, and other stakeholders.
· Complaints related to course content, delivery, facilities, assessment, trainers, and administrative processes.
· Complaints regarding accessibility, equality, and inclusion.
Complaints of a safeguarding or criminal nature are outside the scope of this policy and should be referred to the relevant authorities.
Definition of a Complaint
A complaint is any expression of dissatisfaction—whether justified or not—about any aspect of the training course, including but not limited to:
· Quality or relevance of course content
· Competency or conduct of trainers
· Assessment and certification processes
· Learning resources and facilities
· Customer service and administrative arrangements
· Equality, diversity, and accessibility issues
Responsibilities
· Participants: To voice any concerns as soon as possible, providing clear information about the issue.
· Trainers and Staff: To support participants in raising complaints and to refer any complaints received to the appropriate person.
· Complaints Manager: To oversee the complaints process, ensure timely investigation, and maintain records.
· Senior Management: To review complaints data, ensure compliance with policy, and implement improvements where necessary.
Complaints Procedure
1. Informal Resolution
Most issues can be resolved quickly and informally. Participants are encouraged to raise concerns directly with the trainer or relevant staff member during or immediately after the training session. The staff member will listen to the concern, seek clarification, and attempt to resolve the issue on the spot. If the issue is resolved, no further action is required, but the concern will be noted for quality assurance.
2. Formal Complaint Submission
If the complaint cannot be resolved informally, or if the participant prefers, a formal complaint can be submitted. Formal complaints should be made in writing and include:
· The complainant’s name and contact details
· Details of the training course (date, location, trainer’s name, etc.)
· A clear description of the complaint, including relevant facts and any supporting evidence
· The outcome sought by the complainant, if known
Formal complaints can be submitted via email, complaints@killickmedical.co.uk or through an online complaints form on the organisation’s website, www.killickmedical.co.uk.
3. Acknowledgement of Complaint
The organisation will acknowledge receipt of the complaint within five working days. The complainant will be informed of the next steps and provided with the name and contact details of the person handling the complaint.
4. Investigation
An impartial investigation will be conducted by a designated complaints manager (who was not involved in the original incident). This may include:
· Reviewing documentation and training materials
· Speaking with the complainant, trainer(s), and any witnesses
· Consulting organisational policies and regulatory requirements
All information will be treated confidentially and shared only on a need-to-know basis.
5. Response and Resolution
A full written response will be provided to the complainant within 20 working days of the complaint being acknowledged. The response will include:
· A summary of the investigation
· The findings and conclusions
· Any actions taken or proposed to address the complaint
· Information on how to request a review if the complainant is dissatisfied with the outcome
6. Appeal Process
If the complainant is not satisfied with the outcome, they may request a review or appeal. The appeal should be lodged in writing within 10 working days of receiving the response. The appeal will be reviewed by a senior manager not previously involved in the case, and a final decision will be communicated within 15 working days of receipt of the appeal.
7. External Review
If the complainant remains dissatisfied after the internal appeal, they may refer their complaint to an external body such as the awarding organisation, regulatory authority, or an ombudsman, as appropriate. Details for relevant external contacts will be provided as part of the complaints process.
Confidentiality and Data Protection
All complaints will be handled in accordance with data protection legislation. Records of complaints will be kept securely and only as long as necessary for the purposes described in this policy. Anonymous complaints will be considered, though investigation may be limited if further information is required.
Accessibility and Support
The complaints process is designed to be accessible to all participants. Reasonable adjustments will be made to support those with disabilities, language barriers, or other needs. Participants may be accompanied by a friend, colleague, or representative at any stage.
Recording and Monitoring Complaints
A central log of all complaints will be maintained, containing details such as the nature of the complaint, the outcome, and any actions taken. Complaints data will be reviewed regularly by senior management to identify trends, areas for improvement, and training needs.
Continuous Improvement
Feedback and complaints are valuable sources of information that help improve our training courses. Lessons learned from complaints will inform updates to training materials, delivery methods, assessment processes, and staff development.
Policy Review
This complaints policy will be reviewed annually and updated as necessary to reflect best practices, changes in legislation, and feedback from stakeholders.
Contact Information
For advice or to submit a complaint, please contact:
· Email: complaints@killickmedical.co.uk
· Phone: +44(0)7367 491501
· Online: www.killickmedical.co.uk
Conclusion
The organisation is dedicated to maintaining a culture of openness and improvement. By following this complaints policy, we ensure that all concerns are addressed professionally and constructively, enhancing the learning experience for everyone involved in our training courses.
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