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COMPLAINT HANDLING PROCEDURE
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Complaint Received
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Verbal complaint
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Written complaint
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Acknowledge of receipt of complaint within 5 working days

'

Discussed
issue resolves
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Incident Report to be filled out
(see attached)

Information to collect: dates, issue,
other background of event.
Remember to collect all version of
the event if it involved more that one
person.
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Copy of Complaint Letter and
Incident Report to Governance

y

A4

Sl eng Complaint must

Governance/Management to
investigate the complaint

r;scc;lréfg be presented in
writing to
Management
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Within 4 weeks of complaint, an update
letter to be sent to complainant
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With resolution

Without resolution

Complainant
agrees

YES
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Further information to

Make changes if required
How did this happen/why?
How can things be done

be gathered

o f>

Letter sent to

Letter to close complaint sent by
Governance/Management

complainant explaining

the process and changes
that being introduced to
prevent the events

occurring again

YES

Complaint closed and

outcome recorded

Complaint closed and
outcome recorded

differently next time? Be
open and transparent
throughout the process.

External
mediation is
ﬂ}——b required to
resolve the
issue




