COMPLAINT MANAGEMENT TEMPLATE

This is The Moore Adamson Craig Partnership template for decent complaint handling. We use it in discussions with complaint handlers and as a basis for auditing their departments. It has to be adapted to the needs of particular clients in the light of the volumes and types of complaints they see and the resources they have to tackle them.
	
	1. MANAGEMENT
	2. PROCESS PERFORMANCE
	3. PEOPLE PERFORMANCE
	4. TELEPHONY & IT
	5. CUSTOMER ACCESS
	6. MEASUREMENT

	PRE-ACCESS
	MARKETING STRATEGY
INFORMATION CHANNEL STRATEGY, AUDIENCE DEFINITION, PLACE CONTRACT FOR CREATION/ PRINT
	DISTRIBUTION OF INFORMATION TO RIGHT PLACES

ORDERING PROCESS EASY 

	CREATIVE EFFORT – COPY, DESIGN, ADAPTATION TO CHANNEL/ READERSHIP

FAQ DEFINITION 

LIAISON WITH ADVICE AND HEALTH CARE BODIES
	SUPPORT FOR VOICE/ INTERNET BASED ACCESS TO ADVICE/ LEAFLET ORDER/ 
	AVAILABILITY OF ADVICE AT CONVENIENT TIME/PLACE AND WITH CONTENT NEEDED IN COMPREHENSIBLE FORM 
	WEB HITS

PRINT OFF-TAKE

COMPLAINANT SURVEY ON EASE OF FINDING INFO AND MEETING INFO NEEDS 
STAKEHOLDER SURVEY E.G HEALTH CARE PROVIDER BODIES AND ADVICE AGENCIES

	CONNECTION AT CONTACT
	CREATE RESOURCE LEVEL IN LINE WITH CONTACT NUMBERS

RECEPTION STRATEGY – TELEPHONE QUEUEING 
USE OF AUTOMATION

HANDLING POLICY DEFINED AND TRAINING ARRANGED TO FOSTER EMPATHIC CONNECTION

RECRUITMENT PROFILE TO GET RIGHT STAFF FOR JOB

GRADED APPROPRIATELY
	0800 – 2000 ACCESS PLUS SOME WEEKEND SERVICE?

NO OR ONE ONLY TRANSFER POLICY 

TIME LINES ESTABLISHED FOR RESPONSES – TIME TO ANSWER; SEND ACKNOWLEDGEMENT ETC


	EMPATHY, LISTENING, BUILDING TRUST
DO NOT RUSH INTO 'FACTS' - STAY  WITH EMOTION UNTIL CONNECTION IS MADE; DO NOT JUDGE - 'BLOODY HELL, ANOTHER TIME WASTER'

OPEN-ENDED QUESTION
DISCOVER ROOT CAUSE FOR ESCALATION/ NON-ACCEPTANCE OF ANY PREVIOUS OFFER
	CASE MANAGEMENT SOFTWARE FACILITATES ACCURATE TEXT ENTRY LI NKED TO POST CODE DATABASE/ HEALTH CARE ORGANISATION DETAILS ON SYSTEM
COMPREHENSIVE COMPLAINT CAUSE CODING

CASE NUMBER /CREATE FILE
AUTOMATED PROCESS EG PRINT LETTERS/BROCHURES AND COPY LETTERS TO OTHER STAKEHOLDERS

CLARITY OF ON-HOLD OR CALL ROUTING INFORMATION


	SINGLE TELEPHONE NUMBER 0845 OR SIMILAR 

MINIMAL QUEUING TIME 

DEFAULT TO HUMAN BEING ALWAYS AVAILABLE IN CALL ROUTEING SYSTEM
PROVISION OF ACCESS TO INTERPRETER/ TRANSLATOR 

 
	ACD MEASURES FOR TELEPHONY

RESPONSE TIMES 

COMPLAINANT SURVEY CHECKING PERCEPTION OF WAIT TIMES; STAFF BEHAVIOURS  

	ASSESSMENT
	DEFINE NEED FOR TIERED RESPONSE – LEVEL 1 RESPONSIBLITIES – 

TRANSFER TO LEVEL 2 

EXPERIENCE/ COMPETENCIES DEFINITION

TRAIN TO BE AWARE OF/HARMONISE WITH OTHER PROCEDURES

FORECAST ‘TAKE ON’ RATE FOR ACCEPTED CASES
	PROCESS SIMPLE BASED ON ONE STOP PRINCIPLE

PRO-ACTIVE CONNECTION TO ALTERNATIVES – TRANSFER CALLER TO CORRECT DESTINATION
DECIDE ON OFFER OF MEDIATION BEFORE FULL CASE PROCEDURE INVOKED 
OR RECOMMENDATION FOR FURTHER ACTION LOCALLY

	DIAGNOSTIC WITHOUT BLAMING – BEWARE USE OF WHY? QUESTIONS

APPROPRIATE USE OF CLOSED AND OPEN-ENDED QUESTIONS 

IDENTIFY ROOT CAUSE(S) OF COMPLAINT; ASSESS VARIOUS COURSES OF ACTION;; DECIDE LEVEL OF SUPPORT  NEEDED; OPTIONS AVAILABLE; RESOURCE IMPLICATIONS
ENCOURAGE SOLUTIONS 
	SCRIPTED SUPPORT FOR QUESTIONS 

SUPPORT ACTION AGREED WITH CONTACTOR 

ABILITY TO PRODUCE AUTOMATED STANDARD TEXTS FOR DISTRIBUTION AS LETTER, FAX OR EMAIL.
	ADVICE TO TAKE ACCOUNT OF EXPERIENCE SO FAR EMOTIONALLY AND PHYSICALLY

NEED FOR FRESH, INDEPENDENT HEARING HONOURED

CHOICES BASED ON COMPLAINANT WISHES E.G NO FACE TO FACE MEETINGS WITH PARTICULAR PEOPLE

CONNECTED TO SOURCE OF BEST ADVICE

RIGHT OF RETURN IF LOST
	NUMBER OF RETURN VISITS IF TRANSFER DID NOT WORK

SURVEY SATISFACTION WITH ADVICE RECEIVED

SUCCESSFUL OR AT LEAST ACCEPTABLE OUTCOME FROM AGENCY IF REFERRED BACK TO LOCAL


	ACTION
	DEVELOP CASE REVIEW CRITERIA
RECRUIT AND SERVICE SECRETARIAT,  LAY PANEL MEMBERS AND CLINICAL EXPERTS/ ADVISORS


	CASE MANAGEMENT PROCESS
· COMPLAINT FILE 

· REVIEW

· DECISION

TERMS OF REFERENCE FOR PANEL 

ORGANISE PANEL MEETING

 
	ABILITY TO  KEEP PARTIES INFORMED WITH PROCESS/ PROGRESS
SUPPORT COMPLAINANTS IF NECESSARY

LIAISE WITH ALL PARTIES IN TIMELY AND EVEN-HANDED MANNER 

 
	CASE MANAGEMENT FUNCTIONALITY LINKED TO SCHEDULING/ CALENDAR 

FLAG UP CRITICAL DATES

ISSUE REMINDERS/ CHASING LETTERS

SCAN IN DOCS FOR ELECTRONIC FILE
	NEED INFORMATION AND SUPPORT ON WHAT IS INVOLVED E.G PRODUCTION OF EVIDENCE/ STATEMENTS ETC
	COMPLAINANT AND OTHER STAKE HOLDER SURVEYS 

DATA ON TIME TAKEN

CHALLENGES TO DECISIONS

PANEL ADMINISTRATION QUALITY MEASURES

	IMPROVEMENT

	DEVELOP REPORTING STRUCTURE BASED ON CODED CASE INFORMATION AND COMPLAINANT SATISFACTION

	FOLLOW-UP PROCESS LINKED WITH HEALTH CARE BODIES

LIAISON WITH AUDITING SIDE OF CHAI
	SKILLS AROUND INTERPRETATION OF DATA BASED ON OBJECTIVE AND SUBJECTIVE EVIDENCE
	REPORTING FUNCTION

TREND ANALYSIS


	COMPLAINANT TOLD OF SUBSEQUENT ACTIONS

OTHER STAKEHOLDERS INVOLVED AND INFORMED
	GENERAL AND PARTICULAR MEASURES OF HEALTH CARE IMPROVEMENT.


Visit www.mooreadamsoncraig.co.uk and our blog www.publicinvolvement.org.uk for
further resources and information about M-A-C’s services for better complaint handling.
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