Customer Raises

ScotSail Complaints Procedure / Process Flow

Complaint RYA Centre Principle makes final Accepted? @ No Further
decision in relation to complaint Action.
With Course At Debrief / With NO
Instructor Feedback Form Administration
| \l/_/ Prepare Full Report and Compile
Relevant Evidence / Statements
Respond to customer within 24hrs to address issues and Resolved? @ No Further
attempt to resolve or provide further explanation Action.
Refer case to RYA for arbitration.
Escalate to NO
Chief Instructor
Chief Instructor attempts to resolve or Resolved? 4@ No Further
provide further explanation Action.
Escalate to NO
RYA Principle
RYA Centre Principle attempts to resolve or Resolved? No Further
provide further explanation Action.
NO

This Procedure / Process Flow is Representative Only. ScotSail reserves the right to use a different process at any time. Document Version: 16511
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