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COMPLAINT DOCUMENTED AND IMMEDIATELY FORWARDED TO THE GVAMHS

COMPLAINTS OFFICER (SECRETARY TO THE CLINICAL DIRECTOR)

\ 4

SECRETARY TO THE CLINICAL DIRECTOR
Complaint entered on the GVAMHS complaints register.
Acknowledgement letter sent to the complainant

Complaint forwarded for attention to the appropriate person
(within 3 days)
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A 4

Document progress as received
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STAGE 1 (within 14 days)
PERSON ATTENDING TO THE COMPLAINT:

>

YV Y VYV

Contact the complainant to achieve understanding and
clarification of the issues

Conduct an initial investigation

Meets with parties to achieve resolution

Parties sign off on the outcome or identify any
unresolved issues

Feedback to the GVAMHS Complaints Officer
at the end of this stage

Aggregate report to:
» GVAMHS Continuum of
Care Committee &

» GVHealth’s Complaints Officer
(monthly)
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Conduct a quarterly audit of the
complaints process and report to the
GVAMHS Continuum of Care
Committee

STAGE 2 (FOR ONGOING COMPLAINTS)
PERSON ATTENDING TO THE COMPLAINT:

>
>

Continue to work on resolving the complaint

Provide feedback to the complainant until
resolution/mediation and keep documented evidence
that this has occurred.

Document progress and provide written feedback to the
GVAMHS Complaints Officer (each further 5 days) until
resolved or taken to the next step.

A 4 A 4

Complaint resolved and

improvements implemented

Complaint taken to a higher
authority within GVH or to an
external agency for resolution




