
Investigating Officer’s Check List

Please find below some questions you may find helpful in assisting you through the complaints process to ensure that all required points have been actioned.  If you do have any concerns or worries, please contact the Complaints and PALS Team who will be happy to offer advice, guidance and support during your investigation.
	
	
	YES/NO
Tick when completed

	
1
	
Have you read and fully understood the complaint?

· What are you investigating 
· Do you know the outcome which the complainant is looking for
· Have you planed your investigation

	

	2
	If the complaint is being made on behalf of the service user, has the necessary consent been obtained?
	

	
3
	
Have you contacted the complainant to introduce yourself, provided your contact details and discussed concerns / clarification? 

· Set out the issues the complainant wants to be investigated 
· Agree which is the complainant’s preferred communication

	

	
4

	
Do you understand what outcome/resolution the complainant is seeking – what outcome does the complainant want to happen, for example: apology / staff training / appointment 

· Set out outcomes requested by the person making the complaint
· Have you explained to the complainant whether their resolution(s) are achievable or unachievable

It is important to manage the complainants’ expectations and not to overpromise
	

	5
	Have you agreed a timeframe with the complainant – each complaint should be resolved and replied to within 25 working days. On occasions this will not be possible, and you may have to ensure you set a realistic timeframe for completion

· If there is a delay during the investigation which means you need to revise your timeframe, inform the complainant, explain why and then agree a new response date

· Have you advised the Complaints Team of the delay and provided the new response date?

Be aware of your annual leave, clinical workload and the 10-day quality review
	

	6
	Have you written to the complainant using the complaints template outlining the complaint investigation Terms of Reference (TOR)?  

· Have you talked with / e-mailed the complainant to outline the complaints investigation Terms of Reference?
· Have you completed the Terms of Reference document and shared this with the Complaints Team
Please send a copy to the Complaints and PALS Team 
	

	7
	Keep on track of the complaint 

· Plan your investigation with a timeframe.
· Monitor the smooth running of the investigation 
· Provide regular updates and keep the Complaints Team updated, and provide reasons for any delays
	

	8
	Identify and gather evidence – a good investigation starts with a thorough review of the circumstances complained about

· Have you contacted staff as applicable for statements or request they attend a meeting?
· Have you interviewed all witnesses and reviewed all relevant documentation, for example policies, procedures and patient records
· Have you offered the interviewees the opportunity to amend the meetings notes in terms of the accuracy of the information given.
· Have you followed this up in writing using the provided template letter?
· Have you gathered all the information/statements for your investigation?
	

	9

	Have you completed the Complaint response letter – checking for errors and ensured that it is factually correct?

· Have you reviewed your investigation documentation?
· Did the investigation identify any recommendations/lessons learned?

	

	10
	Have you completed the supplied Action Plan template?  Are the Actions SMART with a date in the format DD/MM/YYYY

· Have you discussed the Action Plan with the responsible manager?

	

	
11

	Have you drafted the first response letter? Please note that the letter provides guidance for completion.

· Has the letter been checked to ensure that jargon is limited, and clinical terms and acronyms been explained in layperson terms?
· Does the letter answer all the questions raised by the complainant?
· Does the letter compare what happened with what should have happened and, if there is a gap between the two, explain why and its likely impact?
· Does the letter apply Just Culture Principles and avoid blaming individual or groups of staff, focusing instead on systemic and cultural factors which may have given rise to any incident / shortcomings in care?
· Has the letter been sent to the Complaints Team for review?

	

	12
	Have you provided all the above information to the Complaints Team? 

· Your complaint response and Action Plan
· Keep a record of the complaint and all relevant evidence – ask the Complaints Team to upload to Inphase

This will provide a full audit trial and will be needed if the complaint is referred to the Parliamentary and Health Service Ombudsman. 
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