Partnership
matter

Dealing with Complaints

Complaint is received by recipient (WCC or
Partner)

l

Does the complaint relate solely to
only one of the partners?

Appendix 7

Yes

Recipient writes to acknowledge receipt within five
» working days, and (within the same five days)
copies complaint to other partners

v

A 4

Y

h 4

If not received by
relevant partner,
complaint must be
passed to them
straight away

Partner appoints
Investigating Officer (10)
and informs WCC who this

WCC appoints Investigating
Officer (I0) and informs

is partners who this is complaint in
accordance

with own
v procedures

v
Partner should
process the

10 investigates complaint
from the partner
perspective, and prepares

10 investigates complaint
from the WCC perspective,
and prepares a response

a response
v
Response Response
copied to copied to
WCC 10 Partner IO

v

Together, both los discuss whether to send a joint
response or two separate responses to
Complainant

A

If Complainant not satisfied
Follow review stage as in WCC Complaints
Procedure with close liaison as above

v

If Complainant not satisfied
Follow Appeal stage as in WCC Complainants
Procedure with close liaison as above

If Complainant not satisfied

Complainant to be informed that Complaints Procedure has no further stages

(Ombudsman action may be required)




