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Initial Process 

Verbal complaint received by 

staff who provided the care 
Receive Patient Survey or Complaint Letter 

addressed to Administrative office or 

Clinical Coordinator 

Inform Team Lead or 

Immediate Superior 

Team Lead or Immediate 

Superior respond and attempt 

to resolve the complaint 

Complete record of the 

complaint  

Complainant 

satisfied with the 

response  

End of Process  Escalation Process 

Begins 

Complainant not 

satisfied with the 

response  

Patient Survey or Complaint Letter 

forwarded to corresponding department 

involved 

Team Lead or Immediate Superior 

acknowledge the complaint to the 

complainant once received 

Team Lead or Immediate Superior 

conducts investigation and respond to 

complaint within 10 business days 

Complainant 

satisfied with the 

response  

Complainant not 

satisfied with the 

response  

End of Process  Escalation Process 

Begins 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Escalation Process 

Administrative Office or Clinical 

Coordinator receives record of 

complaint 

Verify consent to communicate or request 

a consent to communicate from the 

complainant by the Administrative office or 

Clinical Coordinator 

Administrative Office or Clinical Coordinator 

reviews records of complaint and incident 

reports from staff involved together with the 

department Team Lead and Physician Lead, if 

necessary 

Written response will be sent to complainant  

with the explanation of what has been done 

and actions to be carried out within 10 

business days. 

Complainant 

satisfied with the 

response  

Complainant not 

satisfied with the 

response  

End of Process  Redress to Patient 

Ombudsman's office  


