Working days for South West Complaints
complaint KPI Process

Complaint allocated via CRM

Triage within 24 hours of case being
allocated to team (this includes
safeguarding / high risk / early clinical

review if case reauires
Day 1to 3

KPI 3 day
acknowledgement
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

Day 4 to 11
Chase consent at 10 days if not received

Contact provider and then send complaint
plan and letter to provider to investigate.

Day 12 to 21

Response received by complaint team,
acknowledge with provider

Review response against complaint

Day 22 to 25

Response to provider if needs amending

Does complaint require clinical or :
. To subject matter
contractual review?
expert

Day 25 to 31

DRV S a Draft response

Sign off procedure:
Day 3510 38 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
Day 39 to 40 copies to relevant part|e§ including
Performance & Contracting Team




