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Annex C - Complaint handling desktop aide-memoire

A complaint is received

Is it a verbal or written
complaint?

Verbal - can it be
resolved by the team in
situ?

Refer to complaints lead
who will log the
complaint

If the complaint is
wrtitten

Inform the complaints
administrator who will
log the verbal complaint
if appropriate

Agree a local resolution

Acknowledge complaint
within three working
days

Liaise with complainant,
explaining organisation
procedure for resolution

Maintain regular
communication with the
complainant or
representative

Carry out investigative
work documenting
findings*

Discuss at organisation
meetings to improve
service delivery

Retain all documentation
on file

Send written final formal
reponse to complainant
or representative

Draft a response,
ensuring responsible
officer is content
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* [t may be necessary to liaise with external third parties such as hospitals to gather additional information or to formulate a joint response.
Where this is the case, the patient or their representative must be advised accordingly
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