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Develop an Investigation Plan

- Decide on the objectives and main terms of reference. This requires key issues arising out o the complaint {o be dlarified. You may
need {o discuss this with the Complainant

~ Identify al parties involved in the complaint (i.e. Complainant and staff members / service managers about whom the complaint is
being made).

~ Advise all partes in the complaint of the decision to carry out a formal invesfigation
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Complete Chronology

~ Who, What, Where, When, Why
~ The investigation is to determine the sequence of events leading to the complaint and the root causes of the complaint.

Manage Expectations
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Communicate with Stakeholders

~ Aspart o the invesfigation, both the Complainant and the Servicelstaff members about whom the complaint was made will be
provided with the opportunty {o give their version of events and to provide evidencelexplanations i relation to their acions.

- Al parties must be informed of their ight to be accompanied by a support person | frade union representative, elc. at any mestings

Make Findings
- Condlusions about a complaint must not be made unless there is a logical flow to the evidence supporting the complaint.
—  Each issue identified in the terms of reference must be addressed in the findings.





