
I have a complaintI have a Concern

Staff or MCALS to resolve 

Resolved within 3 working 
days?

Yes No

Complaint acknowledged within 5 days of 
receipt

An update or final response provided 
within 20 working days

Invitation to meet complaint handler

Final response within 6 months?

Matter Resovled

NoYes

Response acceptable?

Yes No

Option to refer to HSCOB within 12 
months


