
Complaint management 

Our solution
Equiniti Group is a trusted partner is 
the successful depolyment of complaint 
management solutions. 

Our complaint management system receives, 
records, processes, responds to and analyses 
complaints data. It is built upon defined business 
processes, placing clarity at the centre of the 
complaint for both employees and citizens. 

It provides accountability throughout the 
complaint journey, and can be customised to 
manage the complaint processes of a range of 
public sector organisations. 

Our proven complaint management software, 
is a flexible solution, developed on a Microsoft 
based technology platform. It ensures that best 
practice is followed and statutory legislation is 
embedded within the complaint process. 

Key features

Streamlines the complaint 
handling process
Our solution streamlines organisations’ 
complaint handling processes, from the initial 
complaint inception through to resolution. 

Integrated workflow
Our solution has been designed so that 
organisations’ processes are managed through 
automated workflow steps. This means that it is 
quick and easy to change rules and processes in 
line with new guidelines and legislation. 

Reporting and analysis
Using sophisticated data analysis and reporting 
tools, our software allows organisations to view 
and analyse complaints data in multiple formats. 
This enables users to produce accurate reports, 
easily identify the number of complaints and 
drill down into the data to carry out root cause 
analysis. Users can also assess the quality of 
complaint handling, identify trends of complaints 
and assess the speed of complaint resolution.

Hosted solution
Equiniti Group provides Software as a Service 
(SaaS) via the G-Cloud Framework, which 
can significantly reduce upfront infrastructure 
and implementation costs whilst increasing 
the speed of deployment of an organisation’s 
complaint management software. 

Resourcing
As part of Equiniti Group, we offer a complete 
end-to-end complaint handling solution which 
can be scaled to suit any organisation. We 
supply customer-facing resource and process 
expertise to handle complaints, strengthen 
operations and incorporate new regulatory 
requirements. 
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Now, more so than ever, the effective resolution of complaints in the public sector is being closely 
monitored. Every citizen who is unhappy with a public sector organisation, or the service it provides, 
has the right to make a complaint. Government organisations seek accountability and must capture and 
deal with complaints quickly and efficiently in line with associated legislation. Departments who are 
able to do so win the trust and the support of the communities they work within.

4.5 million

the number 
of complaints 
processed by our 
software
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Key benefits

Rapid deployment
Our solution is built using a sophisticated 
development framework which makes use of 
readily available, tried and tested components. 
We tailor each solution to suit the specific 
needs of the organisation and understand that 
a “one size fits all” approach will not necessarily 
work for all public sector complaints.

Efficient handling of large 
volumes of complaints
Employees will be familiar with and adhere 
to consistent templates and processes, 
which enhance clarity between citizens and 
an organisation. Complaint progress can 
be assessed at every step and details will 
immediately be made available to complaint 
handlers. Our self-service options for online 
customer engagement also offer organisations 
opportunities to save money by streamlining 
core processes. 

Complete transparency 
Fully integrated auditing ensures that every 
action taken by citizens and employees is 
recorded on a detailed timeline. We can deliver 
an instant display of all case actions and events 
as and when required, ensuring that legislation 
is adhered to. 

Reporting facilities
Our reporting solution gives organisations the 
opportunity to choose how they would like 
reports to be presented. It gives users access to 
powerful case data analysis and reporting tools, 
enabling organisations to convert complex data 
into coherent information that can be delivered 
in a variety of formats, including dashboards 
and pivot tables.

Root cause analysis
Equiniti Group is adept at extracting 
information from organisations’ complaint 
software and data sources. Our customers 
can have confidence in our ability to identify 
common causes of complaints, helping them to  
implement effective remediation plans. 

“ “An effective complaint management system can capture, manage 
and track complaints, improve an organisation’s resolution process 
and maintain full traceability along the way.
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