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STAGE ONE 
COMPLETION OF SECTION A 

FORWARD TO QUALITY SYSTEMS MANAGER 

STAGE TWO 
RESOLUTION MEETING 
 

RESOLUTION MEETING 
Details and specific 

incidents will be discussed 
plus actions to resolve the 

complaint Member of the 
Executive Team will 

assess resolution 
options 

A WDEA Works Employee 
will contact to organise 

convenient time for 
Resolution meeting/phone 

contact 

   

Satisfied 
with 

Resolution 
YES 

Complaint closed 
and outcome 
recorded in 
complaints 

Register 

Satisfied with 
Resolution 

WDEA WORKS ENCOURAGE YOU TO RESOLVE YOUR CONCERN DIRECTLY WITH THE OTHER PARTY INVOLVED. 
IF YOU ARE UNABLE TO RESOLVE DURING THE INFORMAL PROCESS PLEASE FORMALISE YOUR CONCERN 

Reference: 
WDEA Works External 
Complaints Procedure 

STAGE THREE 
REFERRAL TO THE EXECUTIVE 

MANAGEMENT TEAM 
 

Within 5 
working days 
of receipt of 

Section A 

Within 10 
working days 
of receipt of 

Section A 

NO 

Contact made 
Within  

20 working 
days of receipt 

of Section B 
Forward 
Section B  

To Executive 

NO YES 

Referred to 
Relevant 

Regulatory 
Organisation 

Complaint closed 
and outcome 
recorded in 
complaints 

Register 

Recording and Reporting 

 All formal Complaints are 
recorded within the 
WDEA Works Complaints 
Register 

  Any improvements from 
resolution to be recorded 
through Continuous 
Improvement Register 

 Completion of DSC where 
required. 

 

 Executive reserve 
the right to 

progress 
Complaint directly 

to Stage Three 
 

   

Completion of 
Section B 
By person 

investigating 
Ref: Complaints 
Management 

Internal Procedure 
Section: 4.2 

At any time throughout the above procedure you can contact an Independent 
Support Agency for advice and support. 

1: Person investigating confirms 
resolution in writing to complainant 
 
2: Forward copy of response with 
completed Section B to Quality 
Systems Manager for filing 


