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\Stage 2 — Informal Resolution & Formal Investigationj

Legend:
CJI - Clinical Judgment Issue(s)
CO - Complaints Officer
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YSYS - Your Service Your Say

Complaint assessed by
Complaints Officer (CO) and
appropriate pathway
determined

Complaint containing both
YSYS & CJI - co-ordinated by
CO. Requires and includes

Complaint containing solely
YSYS issues — dealt with by
Complaints Officer under

YSYS. professional(s).

solely CJI — dealt with
under alternative

input from relevant clinical

pathwav.

CO discusses CJI with relevant clinical professional(s) and requests clinical
input. CO offers to facilitate meeting between complainant and clinical
CcMS professional(s), if appropriate and required.

CO records details
of complaint on

Meeting not held Resolution
Meeting /Phone call

1. Some or no YSYS 3. Al YSYS & all CJI

2. Al YSYS resolved & no CJI

resolved, & some or
’ resolved resolved
no CJl resolved
) ) Summary Letter issued to
Summary Letter issues to complainant from €O,

Formal

complainant from CO including response from

H H outlining YSYS issues
Investigation )
resolved. Complainant
Ph ase advised'that CJI being dealt alternative
with separately. pathway

relevant clinical

professional(s)

YSYS issues investigated by CO

(SO e eear) Complaint closed by
Cllissues investigated by

clinical professional(s) (< 30 €O on CMS

working days)

Notification Letter sent to clinical parties formally
advising of complaint containing CJI. Cll investigated by relevant

clinical professional(s) (< 30
working days)

Acknowledgement Letter issued to complainant
by CO, <5 working days. Outlines complaints
process for YSYS issues & CJI.

Update CO if additional time
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