Stage 1 Complaints form
We aim to resolve complaints quickly and close to where we provided the service.  Where a complaint seems straight forward to look into or resolve, this makes it suitable for early resolution (termed a Stage 1 complaint).  This could mean an explanation about what happened and, where appropriate an on-the-spot apology and immediate action to resolve the problem where something has gone wrong.  We need to give our decision at Stage 1 within five working days or less, unless there are exceptional circumstances.  For further guidance please see https://www.shb.scot.nhs.uk/board/policies/ComplaintsHandlingProcedure-Feb2021.pdf or call the Complaints Officer on 01595 720915 / 01595 743060.

While communication with a complainant as part of a Stage 1 process can be done verbally, you need to advise them of their right to ask for the complaint to be escalated to Stage 2.  You also need to record the details of the Stage 1 complaint and outcome on this form and share it with the Complaints Officer at shet.feedbackandcomplaints@nhs.scot 

Please complete this form to capture the details of a Stage 1 complaint handled by staff directly with the complainant.
	Complainant details



	Name:



	Address:



	Preferred contact method and details:

(e.g. phone. e-mail)


	CHI number:

(if known)

	Member of staff details



	Name:



	Department:



	Any advice sought (please detail):



	Complaint



	Date received:
	Method received:
(e.g. verbal, email)

	Date logged with Complaints

Staff:

	What is the complainant dissatisfied about?



	What do they hope to achieve by making a complaint? (If this is unrealistic have you explained this to them?)


	If you cannot assist, is there anyone else that could help with early resolution for the complainant?



	What is the outcome of the Stage 1 complaint? (Please include any actions identified to share learning from the complaint)



	Was the complaint upheld, partly upheld or not upheld?



	Date complainant advised of outcome:
	Method outcome communicated by
(e.g. verbal, written):


	Was this handled in 5 or less working days?



	If not, was an extension to 10 working days or less agreed with the complainant?

Which appropriate manager also agreed the extension to the Stage 1 complaint?



	Please confirm you have advised the complainant of their right to request their complaint is escalated to Stage 2


Yes:


No:


If no, please explain:




Please send the completed form to the Complaints Officer:
NHS Shetland Board Headquarters, Upper Floor Montfield, Burgh Road, Lerwick, Shetland, ZE1 0LA
shet.feedbackandcomplaints@nhs.scot















