
Verbal Complaint
 received 

N&SCS request 
 Care Employer to confirm

complaint in writing

Written response
sent by Care Employer 

to N&SCS

No response—no further
 action by N&SCS

N&SCS 
record and track complaint 

and formally notifies the Training 
Provider with request 
to  respond in 7 days

No response 
Reminder to be sent by 
N&SCS with request for 

a reply within 7 days

No response
N&SCS remove

Trainer from 
Training Provider list.

Advise Care Employer 
and appropriate bodies

(see box on left)

Training Provider to
 respond to N&SCS

3 complaints tracked on
 the same issue for one 

Training Provider -
N&SCS post details 

on website and newsletter 
and advise

appropriate bodies
 ie Awarding Body

N&SCS to send Training Provider 
 response  to Care Employer

In conjunction with Care Employer 
consider the response and,  if

necessary, agree a review date or  
in extreme circumstances 

immediately remove the Training  
Provider from the list notifying

 the appropriate bodies.

N&SCS to raise issue at  the
next Training Provider 6-monthly 

seminar

Norfolk and Suffolk Care Support Limited 
Training Provider Complaints Monitoring Procedure 

N&SCS to report back to 
the Training Provider
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