Service Issue/ Clinical Complaints Process

(v.1. November 2024)

Consent from the service user is
requested to enable the formal
Rl — — complaint process to bagin. This must be

HR Manager (Customer) documented and shared as part of your
submission.

Customer recieves complaint
investigation outcome

Customer

iews respense and

t back to customer

The complaint will be investigated ina Complaints are discussed

“Your dedicated CSM will then submit the g factual and professional manner to at weekly and monthily

complaint and relevant consent into our ~ " ensure that the right action is taken for intervals to identify

dinical admin team who will undertake an the service user. patterns and implement

initial review. All findings will be recorded > actions to prevent further
on our secure tracker complaints. Oversight of

this is led 3t a Director

Level.

e Clinical Admin Team will then diose the compiaint’
on the tracker and the outcome is populated for
monitoring and reporting.

If a resolution is achievable, we will aim
to respond within five (5] working days.
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= Once the dinical admin have reviewed the - achieved. Please nots that this may include contact directly complaint. Dreventative messures
— complaint, they will liaise with the i with the client regarding a new appointment or TMS call. arei duced
g appropiate team members within the

service issue type) to achieve a resolution.
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If a clinical cutcome cannot be agreed within the five (5]

working day timeframe, the dinical admin team will update
the CSM at regular intervals with progress. We endeavour to
send a final response within four (4) weeks, If exceeded, we

advise the customer of reasons for this and with an updated
timeframe.
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