Integrated
Care System

Shropshire, Telford and Wrekin

Where a Serious
Complaint is identified,
in line with 6.1 of this
policy, the appropriate
policy must be
followed.

Complaint Process

NHS

Shropshire, Telford

|

Complaint Received by NHS Shropshire

Telford & Wrekin

and Wrekin

{

Telephone conversation with
complainant to gain a better
understanding of the complaint,
how they wish it to be handled,
what their expected outcomes are

and to identify possible timescales.

If there are no telephone
contact details, move to
next stage. Within the
letter give the
complainant the option to
discuss their concerns

v

Send acknowledgement
letter/email & consent

|

on the telephone or via a
face to face meeting

form (where appropriate)
within 3 working days

)

v

Consent not received
within 14 days

v

~

Letter to Service User
giving them a further
14 days to provide
consent or case will be
closed.

¥

Case closed if consent
not received

Final response letter
sent to complainant

Copy of final response
sent to Service Provider

v

Consent Received
(Where Required)

v

/

Acknowledge
receipt of consent

v
/Confirm anticipated\

timescale, where
available.

If external provider,
timescales will need
to be confirmed
before this can be
shared with the

k service user /

/

L

/

\

Letter/email to service provider
enclosing a copy of the
complaint.

For external services request
confirmation of timescale.

v

Request regular updates from
providers. Keep patient
updated and notify them as
soon as possible if there are
likely to be delays.
Escalate to appropriate Director

if time period is excessive

v

Reply received

v

Draft response

v

Share draft response with
provider/department and

-

<€
Once confirmed
share with Chief
. Executive D
Officer for sign
off
J J

appropriate Director for
checking/amending

o

NB. Throughout the process all actions taken and documents created should be recorded on the Complaint

Management System.



