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APPENDIX 1 

Complaints process
August 2021

Receive complaint
Any staff member

Acknowledge 
complaint

Service Manager

Establish 
investigation 

process
Service Manager

Investigate 
complaint

Service Manager

Has the 
investigation taken 

longer than 20 
days?

Call, email or write to complainant with 
a progress update. Continue to send 

progress letters every 20 working days 
until the complaint is closed.

Responsibility: Service Manager

Document
Service Manager

Review and close 
complaint

Service Manager

Complainant 
satisfied with 

results?

Where the complainant is not satisfied with the results 
of the investigation, advise them of the options available 

including that they have the right to have the matter 
considered by the Health Disability Commissioner.

 
Responsibility: Service Manager

Administration
Service Manager

Monitor trends
Quality & Practice 

Manager, 
Senior Manager 
Quality, Risk & 

Strategy

Verbal: Listen to the complainant; allow them to air their view; make no excuses; apologise that they are feeling 
that way; clarify your understanding of their complaint; ask them what they  would like to happen as a result of 
their complaint; agree the next steps.

Record the complaint. Forward the details to a Service Manager within 24 hours of receipt with a copy to Senior 
Manager Quality, Risk, and Strategy. Record the date the complaint is received.

Written: The recorded complaint or letter is forwarded to the Service Manager within 24 hrs of receipt with a 
copy to Senior Manager Quality, Risk, and Strategy.. Record date complaint is received.

The complaint is registered on the complaints database. Acknowledgement letter, info on the Brackenridge 
Complaint Management Process and relevant pamphlets including Health Disability Commission and Advocacy 
Services are sent to the complainant within five working days.

If the complaint has been closed, the letter outlines any action Brackenridge proposes to take. Update the 
complaints database and close the file.

Where a complaint raises an employment issue, the complaint will be passed on to the relevant GM who 
together with GM People & Capability, will decide what action to take.

Contact the complainant: Discuss with complainant what an acceptable outcome would be. Discuss appropriate 
support for complainant as appropriate.

Determine who is to investigate the complaint.  This should be a Service Manager in first instance or Senior 
Manager Quality, Risk & Strategy or a GM if  the complaint warrants escalation.

Investigate the complaint in a way that:
• Is fair and thorough
• Checks the accuracy of information.
• Reviews all documentation.
• Respects right to privacy
• Makes every attempt to resolve the issue.
• Consults with all those involved
• Is non judgemental
• Maintains confidentiality

Obtain input from relevant people only.  Notify the GM or Senior Manager Quality, Risk, Strategy  if the 
investigation is going to exceed the expected number of days for complaint resolution.

Document all details, including relevant associated correspondence and draft response letter. Meet and discuss with 
the appropriate GM, Senior Manager Quality, Risk & Strategy or CEO for approval of proposed resolution. This will also 
include the GM People & Capability where staff concerns have been raised. Staff-related complaints will follow HR 
Policy and Procedures on Disciplinary Matters.

Facilitate meeting and/or sign off the final letter ( for all statutory complaints). If a meeting is held, keep meeting 
notes and, if appropriate send minutes to the complainant.

Issue letter via email or hardcopy as requested by complainant.

Update the complaints database as appropriate.

Diarise to confirm complainant’s satisfaction or otherwise with response.

Update the complaints database and ensure the file is updated with outcome as upheld/partially upheld/dismissed or 
partially dismissed.

Report in summary format to the relevant managers and staff as appropriate.

Analyse and report on complaint trends. Use data for improvement processes.

KEY:

Process

Procedure

Decision

YES

NO

YES




