10 Minute Tutor
Complaint Handling
B) Handout

You can use this handout along with the accompanying
video.

Complaints are a fact of life.

A complaint was found dated 3500 years ago, carved in a
stone tablet complaining about a delivery of copper.

We all have the right to complain when dissatisfied with a
service/product..

What is a complaint?

In line with Putting Things Right, the definition of a complaint is:

‘Complaint’ means any expression of dissatisfaction;

‘Concern’ means any complaint; notification of an incident concerning patient
safety or, save in respect of concerns notified in respect of primary care providers
or independent providers, a claim for compensation.



How visible are your concerns posters and information leaflets
to the general public?

If you were approached by someone who wanted to raise a concern, would you
know where to signpost them? Can you log the complaint yourself?

Is your complaint information available in alternative formats such as CD, large
print, braille, Welsh language, BSL etc...

Does your organisation accept oral complaints?

Does your organisation keep a list of relevant advice and advocacy organisations
in their locality such as the CHC?

How visible and accessible is your complaints policy?



Minimum Standards

Inline with PTR ( Putting Things Right) there are two stages in the complaint process.

Good Principles of Complaint Handling




The benefits of receiving concerns/
complaints




