
•  Send summary closing 
letter to Complainant.

•  Complaints Officer to 
update on Complaints 
Management System.

•  Circulate anonymised 
learning notification as 
appropriate.

Forward for management 
through relevant policy e.g. 
Safety Incident Management, 
Trust in Care, etc. Advise 
Complainant.

Complaints Officer to 
discuss with relevant 
parties e.g. QPS, Clinical 
Director.

Complaints Officer to 
request their input in 
relation to the clinical 
judgment.

Resolved at point 
of contact.

Record locally:
•  Detail of complaint.
•  Solution/action 
    taken.
•  Learning (if any).

Escalate to 
line manager.

Resolve 
< 48 hours 
(two working 
days).

Complete Point of Contact 
Complaint Escalation Form 
with Service User and 
escalate to Complaints Officer

Stage 1 Stage 2 Stage 3

Complaint received 
(verbal).

Yes

Yes

No

No

HSE Internal
Complaint Review

Resolved?

Update on Complaints 
Management System.
Send summary/closing 
letter to complainant 
and Complaint Manager.

Circulate anonymised 
learning notification 
as appropriate.

Letter to Complainant and 
Complaints Officer from 
relevant Head of Service 
(Accountable Officer) 
detailing recommendation 
actions (within 30 days).

Circulate report to 
Complainant and relevant 
Head of Service 
(Accountable Officer).

Complaints Manager to 
develop anonymised 
learning summary 
(casebooks) and 
circulate as appropriate.

Written complaint 
received from Stage 1 
or elsewhere.

Forward to Complaints
Officer to determine 
correct process/pathway.

YSYS YSYS + 
Clinical 
Judgment.

Complaints Officer to record
details on Complaints
Management System.

Contact Complainant (within
two working days).

Offer to meet Complainant
if appropriate (and with QPS/ 
Clinical Director if required).

Resolved?

Complaints Officer issues 
acknowledgement letter to 
Complainant (within five 
working days).

Investigation by Complaints Officer 
(within 30 working days or inform 
Complainant of delay by due date 
and update every 20 days).

Generate report with recommendations* 
signed by Complaints Officer. Where 
YSYS + Clinical Judgment, Clinical Head 
(e.g. QPS Manager, Clinical Director, etc.) 
to sign their report and submit to 
Complaints Officer.

Circulate report
to Complainant
and relevant 
Head of Service 
(Accountable 
Officer).

Letter to Complainant 
& Complaints Officer 
from relevant Head of 
Service (Accountable 
Officer) detailing 
recommendation
actions (within 30 days).

Complaints 
Officer to develop 
anonymised 
learning summary 
(casebooks) and 
circulate as 
appropriate.

Highlight right
of HSE Internal
Complaint Review or 
Independent Review.

Yes

No
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HSE Point of 
Contact Resolution

HSE Formal
Investigation Process

Written review request 
received by Complaints 
Manager.

Appoint appropriate 
Review Officer to review.

Review Officer issues 
acknowledgement letter
to Complainant (within 
five working days). 

Review of 
Recommendations
(within 20 working days) 
or request by due date 
in writing an extension.

Office of the Ombudsman/Ombudsman for Childrens’ Office 
or other professional or regulatory bodies.

Yes

No

*   All complaint reports must include a recommendation(s). Where a complaint is not upheld, 
the recommendation of the Complaints Officer is that the complaint is not upheld.

Stage 4 Independent Review

Assess appropriateness 
to manage under YSYS.

Complaints Manager to 
record details on Complaints 
Management System.

Contact Complainant 
(within two working days).
Offer to meet Complainant
if appropriate.

Generate report with 
recommendations signed 
by Review Officer.

Highlight right of 
Independent Review.

COMPLAINTS MANAGEMENT PATHWAY


