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Complaint Flowchart
If a complaint is received in the EQA office, please determine the type of complaint from the complaint categories tabled below and then follow the flowchart for the appropriate complaint group.
	Group 1
	Group 2

	Management of scheme
	Cases circulated i.e. quality, selection, case mix

	Scheme staff
	Communication

	Financial
	General comments

	Confidentiality
	Round circulation times

	
	Results queries
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End

















End
Send to EQA Organiser for response





Is this a formal complaint?





Inform Scheme Manager





Send complaint to EQA Quality Manager





Group 1 complaint





Group 2 complaint





Anonymise





Complaint received in EQA Office & registered.





EQA Quality Manger send to Clinical Director





Organiser return response to EQA Office





Yes





No





EQA Quality Manager send complaint to Path Quality Manager to register on Trust complaint database. Copy in Cell Path Manager





Does Trust need to be alerted?





EQA Office send reply to Quality Manager for approval





No





Yes





Is the complaint serious? (See RWF-PATH-SOP26 for definition)





Send complaint back to EQA Quality Manager





Quality Manager returns approved response to EQA Office





No





Yes see page 4





Send complaint to EQA Office





Scheme Manager to be informed of the response





Return complaint to EQA office for investigation





Scheme Manager to advise Organiser





EQA Office send response to complainant





 Scheme Manager to see response





Send to EQA Office





Return to EQA Quality Manager





Send to Clinical Director for approval





Complaints team draft response & return to EQA office for review/approval





Send approved investigation to Complaints Team





Send to EQA Quality Manager for quality check of information.


Identify and agree any actions arising from information gathered.





Organiser returns comments to EQA office





Send investigation & any proposed actions to Organiser 





Scheme Manager to advise Organiser





Send to EQA Quality Manager for approval





Organiser send response back to EQA office





Send to Organiser for response





End





Send to Directorate complaints lead





Send to Clinical Director for approval





EQA office send response to complainant





Send to complaints department





Send to CEO for signature





Complaint department issue letter and send to EQA office in a sealed envelope





EQA office send letter to complainant





End





Serious complaint








Clinical Director to investigate





Clinical Director to ask EQA office of complaint details, including name and address





Clinical Director to write response





Send to CEO for signature





Directorate complaints lead send to complaints department





Clinical Director to send response to Directorate complaints lead





Complaint department issue letter 
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