Chris Noble

Area Manager  South West

4th October 2017
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How to handle complaints
from persistent and
complicated service users,
especially supporting people
with mental health issues




What are the key guidance
points for staff when alerted
to complainants' mental
health diagnosis, e.g. staffing
levels, time taken for
Investigation, resources etc.?
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Guidance and
support for staff
when a complaint
IS made against

them
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Organisational and
operational i1ssues involved in
Investigating service
complaints
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Time it takes
to Investigate
complaints
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Learning from complaints
Do we always get it right?
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Feedback from service
complaints



