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Complaints Policy
How learners, customers and other stakeholders can raise concerns about TriageTrail services and receive a fair response.
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Policy statement
TriageTrail welcomes complaints because they identify where its courses, technology, communication or service need to improve. A complaint is an expression of dissatisfaction that requires a response. Assessment challenges follow the Appeals Policy, although a submission may contain both elements and will be routed appropriately.
What can be complained about
Course access, usability, accessibility or customer support
Accuracy, currency, clarity or presentation of learning content
Marketing, purchasing, refunds, privacy or certificate administration
Conduct of a representative, reviewer or contractor
Delay, lack of response or failure to follow a published process
How to complain
Use https://triagetrail.uk/contact and select the most relevant support category. Give the course, date, account email, what happened, desired resolution and any evidence. Do not send patient-identifiable information.
TriageTrail acknowledges the complaint within 3 working days. Urgent safeguarding, data-security or high-risk clinical-content concerns are triaged immediately under the relevant procedure.
A person with sufficient independence investigates the facts, policies, records and any conflicts. They may ask questions or propose an early resolution.
A written response is normally issued within 20 working days and states the findings, decision, remedy and any further review route. If delayed, the complainant receives an explanation and revised date.
A dissatisfied complainant may request a Director review within 10 working days, identifying a factual or procedural reason. The final response is normally issued within 15 working days.
Fairness and remedies
TriageTrail treats complainants respectfully, makes reasonable adjustments and does not disadvantage anyone for raising a concern in good faith. Vexatious or abusive behaviour may be managed proportionately without dismissing a legitimate issue.
Correction, apology or explanation
Access restoration or an accessible alternative
Refund or other consumer remedy where applicable
Content correction, learner notification or certificate impact review
Process, training or governance improvement
Confidentiality and records
Complaint information is limited to those who need it. Records include the concern, investigation, evidence, decision, response times and action owner. They are retained according to the retention schedule. Anonymised themes are reviewed at least annually.
Related documents
Appeals Policy
Clinical Content Incident Procedure
Refund and Consumer Terms
Safeguarding Learner Policy
Data Protection Policy
Approval and document control
The Director approves this policy and is responsible for making it available, implementing it and reviewing it after a material change, a relevant incident or by the review date, whichever comes first.
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