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SBU Standard Operating Procedure
MANAGING A COMPLAINT WITH ONGOING INCIDENT INVESTIGATION 
CONCERN RECIEVED AND REVIEWED BY CORPORATE COMPLAINTS TEAM




DATIX SYSTEM CHECKED – OPEN INCIDENT IDENTIFIED




COMPLAINTS TEAM TO FORWARD COMPLAINT ON TO RELEVANT SERVICE GROUP ADVISING OF THE INCIDENT ID AND ASK FOR REVIEW


QUARTERLY REVIEW OF COMPLAINTS LINKED TO INCIDENTS TO ENSURE THEY ARE BEING INVESTIGATED WITHIN THE TIMESCALES SET WITHIN THE TIMESCALES SET BY THE REGUALTIONS AND DUTY OF CANDOUR
COMPLAINTS TEAM TO OPEN NEW COMPLAINT RECORD – LINK TO INCIDENT AND FOLLOW USUAL PROCESS FOR COMPLAINTS. 

COMPLAINT CORRESPONDENCE TO BE ADDED TO INCIDENT RECORD AND ACKNOWLEDGMENT SENT ADVISING INCIDENT INVESTIGATION ONGOING AND REPORT WILL COVER ISSUES RAISED IN COMPLAINT.

SERVICE GROUP RESPOND TO COMPLAINTS TEAM ADVISING NEW COMPLAINT NEEDS TO BE OPENED AS FURTHER ISSUES RAISED

SERVICE GROUP RESPOND TO COMPLAINTS TEAM ADVISING ISSUES WILL BE DEALT WITH VIA THE INCIDENT PROCESS 

COMPLAINT RAISES FURTHER ISSUES OUTSIDE OF INCIDENT INVESTIGATION SCOPE

ALL ISSUES RAISED WITHIN THE COMPLAINT ARE BEING INVESTIGATED UNDER THE INCIDENT
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