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Complaints Process

Complaint Received by CCG

ELEEEEEEEELEE  (by letter, MP letter, email,
telephone call, fax)

Appropriate to recommend
speaking to the provider

directly?

Logged on Datix on the date
received by the CCG

Where possible discuss the nature of the

Fmmmmmmm == complaint with the complainant within the

constraints of consent not yet given

Acknowledgement letter and 10 working days given to return |

request for consent sent to
complainant

3 working days to acknowledge

the signed consent form 1
1

receipt of complaint with the  fem ==

[=——-

complainant

Complaint via MP -
Consent Received from
individual directly or via

MP

Consent Received by CCG

(or as agreed with complainant)

Clock starts — 25 working days ——

Re-request consent

e e e
: Further 10 working :
: days given to return the :
Close case if consent not I signed consent form |

received - —— ——

Proceed to investigation

CCG Commissioned Services CCG Managed Function

eg Acute providers eg Continuing Healthcare,

Exceptions & Prior App

Complaint sent to organisation or
department named in complaint to

investigate (given 15 working days to
gate (g e Next Steps

Identify themes and track trends for
inclusion in monthly IPR

respond or as agreed with provider) and
copied to CCG Commissioning Manager &

uality Contract Lead : :
- - Triangulation of themes to support

quality and performance leads at

Complaint response received by CCG CQRM and provider contract meetings

Complaints & PALS team. Response Identify commissioning gaps and

quality assured to ensure the inform commissioning managers

complaint is fully answered Production of a quarterly internal

briefing for all CCG staff to include
themes of complaints, associated

Stop the clock may apply in
exceptional circumstances or
due to the complexity of the

complaint. Complainant will Complaint response sent to the CCG

provider/department, complaint

Commissioning Manager to provide

always be informed if stop response times, changes made as a

input from a CCG perspective.

the clock applies. result of complaints, open

Complaint sent to relevant Director for ombudsman cases

review and validation

Where a complaint has been NB for CCG managed functions response

escalated to the Ombudsman
and the CCG become aware, the
Relevant Director will be

sent directly to Director for review and
validation

informed.

Complaint sent to Complaints & PALS

for final checking and formatting

A meeting may be offered to
complainant if the complaint is

complex or requires multi-
agency involvement.

Quarterly review of complaint
responses by Non-Executive
Directors

Draft response sent to Director of
Nursing and Quality for final approval
and sign-off

May be escalated to Chief Executive

sign-off if complainant remains
dissatisfied

If complainant still remains
dissatisfied and local
complaints process has been
exhausted complainant advised
that next tier of investigation is
the Ombudsman




