
       
 

Overview of the Complaints Procedure – Refer to Shannon Lodge Nursing 
Homes Complaints Policy and Procedures for more detail. 

 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
  
 
 
 
 
 
 
 
 
 

Stage 1: Management of a 
Verbal Complaint 

Respond to Complainant 
immediately or within 24 
hours of receiving the 
complaint 

 
Stage 2: Informal Resolution 
 

Respond to Complainant 
within 5 working days 

 
Stage 3: Formal Review 

 

 

 
Independent Appeals Process 

Respond to Complainant: 
An acknowledgement letter 
must be sent within 5 
working days and no later 
than 1 week of receipt of the 
complaint. 
  

Respond to Complainant: 
2 weeks following the 
appeal 
 


