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COMPLAINTS PROCEDURE

The purpose of this policy is to identify the procedures that are in place for Go Tec nursing to deal with complaints from temporary workers or clients.

Complaints are dealt with in the following way:-

(i) Go Tec Nursing will investigate the details of every complaint that it receives from service users or temporary workers, regardless of the initial apparent severity.

(ii) Go Tec Nursing will investigate the details of a complaint and take appropriate action at each stage of the investigation.

(iii) All complaints received by Go Tec Nursing will be referred immediately to our Manager, Graham Orr and our senior nursing consultant, Lilibeth Prosser.

(iv) A complaint is recorded and notes regarding action taken are committed to writing and stored for 6 years.

(v) Go Tec responds to all written complaints within 3 working days.

(vi) Should the severity of a complaint demand that Go Tec Nursing exclude a temporary worker without investigation, a full and comprehensive investigation will take place afterwards.

(vii) Go Tec resolves to complete investigations into complaints within 14 days and provide written explanations to all involved parties within the same time scale.

(viii) Go Tec Nursing will always inform temporary workers of any complaints against them, excluding information provided in a confidential reference or allegations of fraud. 

(ix) Go Tec Nursing will not inform temporary workers of complaints against them if they fall within the auspices of whistle blowing. See Policy 8 entitled whistle blowing.

(x) Go Tec Nursing will provide the recipient of a complaint a fair opportunity to respond to the complaint. Go Tec Nursing will establish an open dialogue with the subject of the complaint encompassing face to face interview with either our manager or responsible individual and written correspondence.

(xi) Once thorough investigations have been completed into the complaint, Go Tec Nursing will lay out a detailed plan of action for inspection by both the subject of the complaint and the complainant, to prevent the source of the complaint from recurring and, implement suitable action against the recipient of the complaint as is deemed appropriate.

(xii) Should Go Tec Nursing believe that a nurse has breached the stipulations of the NMC code of conduct, the details of the complaint will be sent in writing to the NMC. If the NMC were to take the action of suspending the membership of the nurse then that nurse would not be eligible to work as a representative of Go Tec.

(xiii) Where it is deemed appropriate by the senior management and complaints committee of Go Tec, complaints information and investigation analysis will be lodged with the CQC.

(xiv) Where a nurse is suspended or is cautioned by or fails to maintain registration with the NMC, Go Tec shall inform the client immediately and ensure that the nurse does not work for them as a nurse.  
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