6 Complaints Review Tool (LA and/or CA)
	Service provider:
	     

	Unit/team:
	     

	Auditor:
	     

	Date:
	     


Guidance notes
Seek a description of the Health New Zealand – Te Whatu Ora complaints procedure policy.

During the on-site audit visit, a review of complaints should include a review of:
complete and comprehensive records, to enable you to develop an understanding of the circumstances surrounding the complaint
evidence that appropriate actions and reviews have been completed at the appropriate organisational level and that the tāngata whai ora has received the outcome in a respectful manner and clear and understandable language

	
	Attainment
	Risk
	Comments

	a.	Indicators for complaint documentation

	Initial documentation is consistent with policies and procedures
Documentation clear/legible and factual
Documentation provides a clear understanding of circumstances surrounding the complaint and evidence of appropriate action instigated and a planned follow-up and any service improvements as a result of the complaint, and evidence that these are in place.
Written correspondence and discussions with the complainant are recorded in the complaints system.
Feedback to the complainant is respectful and clearly written, describing any actions to be addressed with timeframes.
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