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Purpose 
Central Medical Services Training is committed to providing high-quality services across 

healthcare delivery and training provision. We will always value feedback from all patients, 

learners, staff, employers and stakeholders. 

This Policy sets out how CMST manages; 

• Complaints – Expressions of dissatisfaction requiring investigation and resolution.  

• Concerns – Issues raised at an early stage that may be resolved informally without a full 

complaint process.  

• Compliments – recognition of positive experiences, staff contributions, or good practice.  

Feedback is essential to ensure continuous improvement, safeguard high standards and 

celebrate success.  

 

Scope 
This policy applies to all individuals and organisations who interact with CMST, including: 

• Patients and service users 

• Learners and apprentices 

• Employers and partner organisations  

• Staff members 

• Members of the public 

 

Guiding Principles 
• Accessibility – feedback can be provided in person, by phone, email, post or via the 

CMST website 

• Confidentiality – all submissions will be handled in line with data protection, safeguarding 

and confidentiality policies. 

• Fairness – complaints and concerns will be treated objectively, with no disadvantage to 

the individual raising them.  

• Timeliness – CMST will aim to resolve complaints quickly within agreed timescales  

• Transparency – Outcomes and escalation routes will be clearly communicated. 

• Continuous Improvement - All feedback is reviewed to identify themes and drive 

improvement.  

 

How to provide Feedback 
 

Complaints and Concerns 
 

• Email the Training Manager on – Jodie.Lofley@Centralmedicalservices.co.uk 

• Email Training Development Manage – Robin.Booth@Centralmedicalservices.co.uk 

 

mailto:Jodie.Lofley@Centralmedicalservices.co.uk
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• Telephone 0115 857 0999 – Option 2 or 07543506225 

 

• Email training@centralmedicalservices.co.uk  

 

• Post –  

Central Medical Services 

Training Department 

Unit 2 Park Place 

4 Robey Close 

Linby 

Nottingham 

NG15 8AA 

 

• Website – www.centralmedicalservices.co.uk 

 

Compliments  
Compliments can be shared using the same channels, positive feedback will be 

acknowledged, logged and shared with staff and teams.  

What can be Raised 
Examples include, but are also not limited to: 

Complaints/concerns  
• Quality of patient care or clinical services from Students 

• Training deliver, resources or course content  

• Staff behaviour or professionalism  

• Communication or information provided  

• Facilities, equipment or scheduling  

• Safeguarding, equality & diversity, health & safety or prevent concerns  

Compliments  
• Recognition of individual staff members 

• Positive service experiences 

• Examples of best practice 

 

Responsibilities  
 

Training Manager 
overall accountability complaints, concerns and compliments  

Designated Safeguarding Officer 
handles safeguarding, equality, diversity and prevent-related complaints  

Managers/team leaders 
may be delegated responsibility to address specific service complaints.  

mailto:training@centralmedicalservices.co.uk
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Complaints and concerns procedure 
1. Acknowledgement – all complaints will be acknowledged within 5 working days 

2. Logging – details will be recorded with all supporting documents 

3. Investigation – overseen by the CEO & Training Manager 

4. Updates – regular updates provided to the complainant  

5. Resolution – aim to resolve within 4 weeks.  

• If unresolved, a holding response will explain the delay and confirm when the next 

update will be provided. 

6. Final Response – A clear outcome provided, including: 

• Findings of investigation  

• Ay actions taken  

• Information on escalation route 

Escalation Routes 
If the complainant remains dissatisfied after CMS’s internal process: 

• Appeals relating to assessment decisions, must follow the CMS Appeals Procedure  

CMS-TP002 

• Training-related complaints: may escalated to the department for education (DfE) or the 

relevant Awarding Body 

• Unresolved qualification matters: may be referred to the relevant qualification regulator  

Compliments process 
• Compliments will be acknowledged and logged  

• Feedback will be shared with the relevant staff member or team 

• Trends will be reviewed and used to recognise good practice.  

Review  
• The Training Manager will review all complaints, concerns and compliments data on a 

regular basis 

• Trends and systemic issues will be identified and acted upon 

• This policy will be reviews annually or sooner if required by legislation or regulation.   
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