Appendix 1: Stages for managing complaints

Indication of dissatisfaction

HTA staff or Member w ho receives an indication that a person is unhappy with the level of service

provided, will try to resolve the complainant's concerns informally and as quickly as possible. The

respondent w ill record the complaint in the Enquiries log. The Complaints Officer will be informed of
complaint and attempt at resolution.

Concerns resolved

Concerns unresolved

Complainant asked to put allegations in w riting

Complaint received

When a formal w ritten complaint is received, it is immediately forw arded to the Complaints Officer
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Register, Acknowledge, Classify and Assign the complaint h

The Complaints Officer registers the complaint in the Complaints log, acknowledges the complaint in
w riting w ithin 3 w orking days, classifies w hat type of complaint it is, and assigns the complaint to the
relevant team to investigate
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Communicate

Investigator w ill communicate the decision to the
complainant and send a copy to Complaints Officer
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