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South West Complaints 
Process 

February 2016 

Day 1 to 3 

KPI 3 day 

acknowledgement 

Contact provider and then send complaint 

plan and letter to provider to investigate. 

Chase practice at day 10 for response 

 

Complaint allocated via CRM 

Triage within 24 hours of case being 

allocated to team (this includes 

safeguarding / high risk / early clinical 

review if case requires  

Day 1 

Acknowledge and consent gained, 

complaint plan completed, equality and 

diversity form, advocacy details to 

complainant  

If verbal consent obtained, contact 
practice 

Or wait for written compliant 

Chase consent at 10 days if not received 

Response received by complaint team, 

acknowledge with provider 

Review response against complaint 

Response to provider if needs amending 

Does complaint require clinical or 

contractual review? 

Draft response 

Peer review 

Sign off procedure: 

 

1. Send to subject expert if appropriate 

2. Send to DCO for approval copy in 

business team 

3. Amend response and send back to 

business team for signature 

4. Back to case officer as signed pdf  

Send all responses to complainant with 

copies to relevant parties including 

Performance & Contracting Team  

 

Day 4 to 11 

Working days for 

complaint KPI 

Day 12 to 21 

Day 22 to 25 

Day 25 to 31 

Day 32 to 34 

ESSENTIAL 

 

ANY ACTIONS 

MUST BE 

LOGGED IN CRM 

DATABASE 

WHETHER THEY 

ARE PHONE 

CALLS; EMAILS; 

LETTERS 

RECEIVED; 

DISCUSSIONS 

WITH EXPERTS/ 

SENIOR STAFF 

 
 

 

Day 35 to 38 

Day 39 to 40 

 To subject matter 

expert 

No 

 

Yes 

 

Run report on cases in 

acknowledged and logged 

stages 

CRM ACTIONS 

LOG 

Main service; main provider; 

employee group; CCG; risk; 

deceased; staff member 

 

ACK & CONSENT 

 Date acknowledged & 

consent requested; reason 

for delay if appropriate; 

progress complaint? 

 

CAT & MULIT AGENCY 

enter details 

 

INVESTIGATION 

Date sent for investigation; 

who sent to; when due back; 

when received; sent back to 

practice – to whom? When?; 

final acceptable response 

received; all actions 

complete 

 

CLINICAL REVIEW 

Who Sent to?; When?; When 

received ack?; Repeat 

process if not signed off back 

to investigation stage? 

 

Run weekly report on cases 

at investigation stage 

SIGN OFF 

Enter date and name of 

each person the response is 

sent to and date of 

approval/sign off 

 

RESOLUTION 

Complaint upheld?; method 

sent; delay reason; referred 

to?; call classificiation; 

outcome; lessons learnt; 

actions taken; recheck 

catagorie and mark if 

upheld; check named 

practitioners 

 

CHECK ALL FIELDS IN 

RECORD ARE COMPLETE 

 

When sending for 

clinical, peer 

review or final 

sign off ensure 

you include: 

NHS England 

response letter; 

practice response 

letter/s; clinical 

records (to 

reviewer; original 

complaint; 

complaint plan; 

practice 

investigation 

plan; complaint; 

clinical review; 

consent 

ESSENTIAL 

 

You must upload 

all documents and 

relevant 

correspondence 

to CRM document 

store bar clinical 

patient records 


