
Appendix 2

Consumer feedback and complaints 
management process flowchart

May be verbal or in writing. If verbal, make comprehensive 
record of the conversation.

If possible, give copy to 
complainant and check accuracy 
of record.

Step 1 Receive

Monitor action. Evaluate action.

Step 7 Follow-up preventative action

Register feedback/
complaint in system.

Consider nature of
feedback/complaint.

Determine appropriate
person to coordinate
management.

Acknowledge within 
two working days.

Step 2 Register and acknowledge

C
O

N
SU

M
ER

 F
EE

D
B

A
C

K
 A

N
D

 C
O

M
PL

A
IN

TS
 M

A
N

A
G

EM
EN

T 
SY

ST
EM

Clearly identify 
issues.

Identify relevant 
parties.

If feedback/
complaint against 
individual, refer 
to appropriate 
policy.

Obtain consumer 
consent.

Rate severity 
of feedback/ 
complaint.

Step 3 Initial assessment

Step 6 Resolution

Collect information. Collect applicable standards/
procedures/policies.

Identify disputed facts, 
inconsistencies, reliability, gaps 
in information, systemic and 
performance factors.

Step 4 Investigate

Based on the evidence.

Informed by the principles of 
public interest and good clinical 
governance.

Make findings and 
recommendations to address 
any system, process or 
practitioner issues.

Clearly communicate outcome 
and recommendations.

Integrate recommendations into
quality improvement systems.

Step 5 Respond
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Final response – letter from the
regional CEO or delegate.

Or at 35 working days from date 
of receipt of complaint, letter 
from GM explaining delay.

Then update letter every 20  
working days until final response.

*HCSCC 30 days to resolution


