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Complaints and Difficulty Resolution Policy




Purpose and Scope
This policy describes the measures to be undertaken throughout Unity to deal with things that have gone wrong or could go wrong and what action should be taken to reduce the risk of the event happening again.  In particular it describes the action to be taken where discrepancies or poor performance have been reported to achieve the following:

a. the resolution of customer or patient complaints 
b. the correction or restitution of unacceptable work and restitution of acceptable work or work practices
c. the limitation of the likelihood of recurrence through appropriate preventive action.
d.	health and safety dangers

Responsibilities
The Operations Manager will ensure that all complaints from customers/patients, unacceptable supply from suppliers or unacceptable work provided to customers, are recorded and discussed with the Managing Director.  All complaints will be pursued to a satisfactory conclusion, with action taken to reduce the risk of the problem arising again and concluded in a reasonable timeframe. 

The Complaints process is the overall responsibility of the Managing Director.  It is their responsibility to identify if a serious complaint may require reporting to the relevant authorities. 

It is the responsibility of all to act when a health and safety hazard is unacceptable and to reduce all possible risks wherever possible.

It is the responsibility of all who receive complaints from customers or patients, discover unacceptable supply from suppliers or receive unacceptable work outputs to ensure that they are recorded, and that the Operations Manager has a copy without delay.

Those who are allocated tasks for corrective or preventive action must carry them out promptly and provide suggestions and advice on what could be done to reduce the risk of the problem re-occurring. 

The role of the Operations Manager
The Operations Manager will record the details of the complaint in the Complaint Register. 

After receiving the Complaint Report the Operations Manager will nominate the person to carry out any corrective action required if this has not already been completed. The Operations Manager will also discuss the preventive action required to prevent recurrence with the appropriate people.  This may involve training, changes to procedures, issue of detailed instructions or other actions. A person will be nominated to carry out the actions.

When all the actions are complete the Operations Manager will record this in the Complaint Report.  All complaints are discussed at clinical/administration team meetings, to review the complaint and advise on the action taken. 


Complaints Process
Definition of a customer complaint
All employees must be aware of the need to recognise, record and act on Customer complaints, and to behave in all instances with courtesy and in a professional manner. A Customer complaint is defined as: 

Any instance where a customer or patient expresses or implies dissatisfaction with services supplied by Unity.

Customer complaints procedure
On receiving a complaint employees must notify the Operations Manager as soon as possible giving the details of the Customer or Patient concerned and the nature of the complaint. The Operations Manager becomes responsible for dealing with the Complaint.

The Complaints form will be populated with the following information:
· Name of person making the complaint (Patient or Company)
· Company involved
· Date complaint was raised
· Full details of the complaint including date and time of the issue arising, who was involved, location of the issue

If required, the Operations Manager will contact the person raising the complaint for further information.  Unity Operations Manager or Managing Director will work with the individual/company to review the concerns and look at a resolution/outcome.

The Operations Manager / Managing Director will fully investigate the complaint using all relevant methods:
· Interviews with employees / contractors
· Review of OH records and reports
· Reviewing the complaint with relevant Unity employees 
· Investigating the cause of the complaint and ascertain if there is a pattern

All action and investigations will be documented on the Complaints Form together with all letters/emails sent relating to the complaint.  A meeting will be held with Operations Manager and Managing Director at the end of the investigation to discuss the findings and compile a response to the individual/Company raising the complaint.  The response will involve details of the investigation and any corrective action planned.  Unity will seek confirmation from the individual/Company that they are satisfied with the resolution, if they are not, further investigations will be undertaken.

Unity aims to resolve all Complaints within 21 days, in some circumstances an extension may be required to fully complete the investigation, the individual/company making the complaint will be kept up to date on any delays to the conclusion of the investigation. 

Reporting a Complaint to Relevant Authorities
Where a complaint received is deemed serious enough to be reported to the relevant authorities or governing bodies, the Managing Director will gather all relevant information and will contact the relevant authority or governing body.

Where a complaint is made to an authority, Unity Occupational Health and Wellbeing Limited will work with the authority to gain a resolution.

Where a complaint has been made to an authority, it may take longer to resolve the complaint and close it on the complaints log. The extension may be communicated to the organisation / person who made the complaint, but there may be a valid reason not to inform them of the complaint referral to an authority until the investigation is completed.

Records
All Complaint Reports and the Complaint Register will be kept under the control of the Operations Manager for six years. All Customer feedback reports will be retained with the Management Review minutes for six years.

Difficulty Resolution

Health and safety hazards
Anyone discovering a hazard that is unacceptable should act immediately to minimise the risk.  It should be reported immediately to the responsible person. The responsible person will ensure that action is taken to reduce or eliminate the risk and record the event on a Complaints report, passing a copy to the Operations Manager or appointed Health & Safety Representative.

Customer feedback	
When anyone is concerned about any issue relating to health and safety, quality, patient, customer or supplier relationships which has not been formally recorded already, they will report this in writing to the Operations Manager or to the Managing Director. 

These feedback reports will be reviewed at the management review and any resultant decision recorded through the issue of a note relating to the concern or a change in the system, if appropriate. These feedback reports will be retained with the management review minutes.

The Managing Director or Operations Manager will hold regular meetings, with each major customer every twelve months to obtain feedback on our performance. 

Corrective action
Corrective action and where appropriate, preventive action, will be taken wherever a health and safety or quality problem has been identified to resolve the problem and to reduce the risk of the problem arising again.  The main sources of quality problems are as follows:

a. incoming goods. Unacceptable goods or services will be reported on a Complaints Report by the person receiving the goods or services. 
b. unacceptable work by Unity. This will either be reported on a Complaint Report by the person requesting the work or if reported as part of Internal verification or Audits by others, it will be reported and resolved.
c. processes which do not comply with those required, which are identified during internal or systems audits. 
d. through customer or patient complaints which are also recorded on a Complaints report.

Unacceptable goods or services from suppliers
The person nominated will ensure that appropriate corrective action is taken with the supplier and use the Complaint Report as a reject note if one is required. A copy of each Complaint Report will be passed to the Operations Manager. The Operations Manager will ensure that unacceptable supplies from a supplier or a sub-contractor will be reviewed and if four or more faults occur within a year they should be considered as potentially unacceptable and action considered to improve performance.

Unacceptable work generated internally
This relates to unacceptable work that has been passed to another person after completion or to services designed and or provided to a customer. This is not for reporting minor errors that would not seriously affect the service.  Upon discovering unacceptable work or services the employee responsible should report findings direct to the Operations Manager who will then work in liaison with the employee to agree the corrective action that is to be taken. 






	2
	Complaints & Difficulty Resolution     Date of issue: 05/16      4th Review Date:  05/25   Review Date:     05/27(*)  (*Unless business or process change dictates)



image1.jpeg
OCCUPATIONAL HEALTH AND WELLBFING




