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Introduction 

1.1 What is covered within this SOP 
This SOP outlines the processes to be undertaken if their a complaint regarding the Work programme and is a customer has unacceptable behaviour.  

The  first process outlines the actions to be undertaken by customer and the customer service team – on how a complaint can be raised by a 
customer. This process starts when the customer chooses how they wish to raise a compliant. This process finishes when the customer service team. 
The second process outlines the actions to be undertaken by Customer Service Team. This deciding on the appropriate action process starts when 
the record the complaint on the present IT system BMC. This process finishes when either the customer has been sent a resolution letter or the issue 
has been escalated and the customer has been sent initially a holding letter and then a resolution letter. The appeal letter process outlines the 
actions to be undertaken by Customer Service Team when they receive an appeal letter from the Customer. The appeal letter process outlines the 
actions to be undertaken by A4e and the ICE on receipt of a customer complaint. This ICE process starts when the ICE receive a complaint from the 
customer. The ICE process finishes when mediation has been undertaken between the provider and the ICE, or the ICE has written their report their 
when the customer letter is received. This process finishes when the customer letter has been answered with the appropriate action.   
The unacceptable behaviour process outlines the actions for the local office to take when a customer has unacceptable behaviour.  
 

To find information outside this SOP please consult the ‘Where To Go For Information Guide’ on MyA4eDesk documentation tab. 
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1.2 Minimum Service Level Standards 
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3. Checklist of Activities  
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