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Formal Complaints

: Formal complaint
Formal complaint received by local
received by corporate practice

complaints team

Practice (London) or PALS
Send to local practice Team (Beds.) to

immediately acknowledge complaint
within 3 working days

N.B. Complaint

will be reviewed

Send to Q&C Lead to log complaint on by grading panel.

Datix and send to corporate If the panel
complaints team declares a Serious

Incident, the
complaints

Practice GP and Practice Manager to review and Process pauses

risk rate complaint; if the complaint is clinical,
investigated by GP, if non-clinical, investigated by
Practice Manager.

Complaint deadline is agreed with the
complainant

Document deadline on Datix

Prior to sending, response letters for
Bedfordshire practices signed off by Clinical
Director, and response letters for London signed
off by Medical Director (clinical complaints) or All response
Assistant Director (non-clinical complaints) letters sent to
Corporate
Complaints Team
for quality
assurance and
subsequent CEO

Copy of written response and all documents
relating to complaint investigation are sent to jmud
Q&C Directorate Lead

Corporate
Populate actions module on Datix with Complaints Team

recommendations and evidence send letter directly

to complainant
and upload to

: : . " Datix
Complaints reviewed and themes identified

for lessons learned
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PALS Complaints

PALS complaint
received by local
practice

Complaint is discussed
with complainant and
Complaint is resolved at risk rated
the time; complainant
may or may not require

written response

Send complaint to Q&C
Lead to log on Datix

Outcome of complaint
discussion/investigation recorded
on Datix

Copy of written response and any
documents relating to complaint
investigation are sent to Q&C Lead
for uploading to Datix.

Populate actions module on Datix
with recommendations and
evidence

Complaints are reviewed and
themes identified for lessons
learned
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Complaint is not
resolved at the time.
Complainant may or

may not require written

Complaint is
investigated; if the
complaint is
clinical,
investigated by
GP, if non-clinical,
investigated by
Practice Manager

If the complainant
is dissatisfied with
the complaint
response, they can
detail their specific
gueries and an
Investigating
Officer external to
the practice will be
appointed.
Response will be
signed off and
sent from the
CEO’s office
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Complaints Risk Rating Matrix
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To consider:

Is the patient or a staff member at immediate risk?

Is there an immediate clinical risk?

Is there a risk of reputational damage to the practice/Trust?
Could there be a financial implication?

Can the issue be resolved immediately?



