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This document is a guideline to help you decide whether to sent 
correspondence to the Customer Relations team.  If you are in any doubt 
about whether a letter should be redirected please ask your manager. 
 
KEY WORDS   
 
Aggressive Disgusted 

 

 

Rude 

Offensive Incompetent 

 

Appalling 

 

Intimidation Harassment 

 

Complaint 

 

Frustrated Vulnerable 
Refer to a Complaint reference  
Discrimination (including disability) 
 
 
 
KEY PHRASES   
 

I am extremely angry ……. 

I have told you several times…… 

Poor service……. 

 

I will sue ……. 

I wish to complain 

I will take you to court…. 

Address for Service 

I intend to take this matter 

- further 
- 

to my MP 

- 

to the Press 

- 

to my solicitor 
 

CASES THAT MUST BE SENT TO CUSTOMER RELATIONS   
 
 

•  If the customer mentions a complaint reference or a complaint reference can 

be seen in CARE. 

•  If the customer says that they will take the matter further 

•  WOIRA (Withdrawal of implied right of access) cases. 
•  Cases referring to discrimination. 

•  Reply envelopes quoting a complaint reference. 
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CUSTOMER RELATIONS STAFF LIST   
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40(2)]   [Section 

40(2)] 
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40(2)]   [Section 

40(2)] 
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40(2)]   [Section 

40(2)] 

[Section 

40(2)]   [Section 

40(2)] 

[Section 

40(2)]   [Section 

40(2)] 

[Section 

40(2)]   [Section 

40(2)] 

[Section 

40(2)]   [Section 

40(2)] 

[Section 
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[Section 

40(2)]   [Section 

40(2)] 
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40(2)]   [Section 

40(2)] 

[Section 

40(2)]   [Section 

40(2)] 

 
CUSTOMER RELATIONS TEAM LEADERS 
 
Rupert Bartovsky 
Jane Ball 
John Williams 
 
CUSTOMER RELATIONS MANAGEMENT 
 
Allison Bourne 
Nigel Jefferies 
 
MAILING SIGNATORIES 
 
Nigel Jefferies 
Joanne Osborne 
Carl Shimeild 
John Robinson 
Sarah Armstrong 
Michelle Tunstall 
Paul Willars 
John Hales 
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