
 

 
Complaints Procedure Flowchart 

 

 

 

             

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

          

Patient makes complaint to 

practice regarding PCN 

Service 

Practice (Manager) apologies for their experience 

and explains that the service is provided by South 

PCN and explains that complaints about this 

service should be directed to the complaints 

manager at this organisation 

Complaint is made 

verbally in person 

Complaint is made in 

writing and sent to the 

practice 

Practice gives patient a copy 

of South PCN patient 

complaints leaflet which 

explains how a complaint can 

be made – see Appendix A 

below. (Leaflet also available 

on S: drive South PCN / 

Governance) 

Practice Manager 

contacts the patient by 

telephone and 

acknowledges receipt 

of their letter 

Complaint is made 

verbally by telephone 

Complaint had 

been received in 

writing 

Practice Manager asks 

patient if they agree for 

their letter to be 

forwarded on to PCN 

Manager 

Yes No 

Send complaint letter to 

South PCN Complaints 

Manager (details in patient 

leaflet) 

Explain the complaint cannot 

be progressed by the practice 

and direct patient to access 

the patient leaflet on internet 

or if no internet access 

available to the patient send 

the patient the leaflet through 

the post 

Complaint 

received verbally 

in person 

Complaint 

received verbally 

by telephone  
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