Caring for your loved ones

Stages and Timescales of the Complaints Process

Procedure

Timeframe

Stage 1: Management of a Verbal

Complaint

Immediately or within 24 hours of receiving the verbal

feedback

Stage 2: Informal Resolution

5 days

Stage 3: Formal Investigation

Where a written complaint is received it must be brought to the
attention of the Person in Charge at the eatliest opportunity.
An acknowledgement letter must be sent within 5 working

days and no later than 1 week of receipt of the complaint.

Timescale for whole procedure

As soon as possible and no longer than 30 days. If the
investigation is taking longer than 30 days the complainant will

be kept informed of the reasons for the delay and progress.

Review Process

If you are unhappy with the decision you receive, you can ask
your Nursing Home to appoint a review officer, who is different
to the person who carried out the original investigation, to review

the decision.

Timeframe: The review officer will present the findings of the
review in a written response, as soon as possible and in any case
no later than 20 days after receipt of your request. In the event
that the 20 working day timeframe cannot be complied with, you
should receive a written response informing you when you will

receive a response and a reason for the delay.




