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Complaint Process from Start to Finish

Our telephone specialists go through a two week training process on Computer Telephony Integration (CTI) technology and techniques in dealing with caller concerns.  When a call is received our system allows the operator to transcribe the call using script on screen technology during the session.  Our system is intuitive and the screens and questions are tailored to the nature of the complaint received.

Each complaint is given a unique identifier number.  Upon receipt of a complaint the transcribed c[image: image2]all is reviewed by a CPA for editing.  Once the review is completed, the complaint is forwarded to your designated recipients based on the nature of the complaint (there are 3 categories; Fraud, HR, Compliance).  If the company has further questions for the complainant we act as the intermediary between the employer and employee to protect the employee's anonymity.  

Calls are recorded and all calls and documentation are permanently archived.  We also send monthly summary reports to your designees as well which includes the disposition of each complaint.
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Lighthouse will illuminate where you can't - let us listen to your employees!
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