The Feedback Process for managers & staff
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Feedback received l:wﬁtten, phone call, email, verbal)
Dated by staff who received it

Passed to Service Assistant, or collected from feedback box at receptions
Service Assistant logs on Feedback Register with unigue reference number

l

Reference number prefix
1 for external 2 for
internal

» Service Assistant determines if it is compliment, complaint, suggestion or
disclosure

+ Sends letter acknowledging receipt of feedback within 48 hours

* Service Assistant passes feedback to appropriate person
* Person meets with complainant and has 14 days to compile response

Compliment — to
individual & their line
manager or key worker
Complaint/suggestion/dis
closure — to relevant unit
manager

s Full response sent within 14 days of receipt

+ If response is not accepted within 28 days, feedback reaches 2n stage and is

passed to senior manager to investigate further |
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» Further response to be sent within 14 days

Feedback register, letter
templates and letters are
all help in the Feedback
Folder on S:drive

+ If response is not accepted within 28 days FB reaches 3 stage and is passed t

Homeless Projects Manager to convene a meeting

+ |f meeting with Homeless Projects Manager does not close the issue, recommend

Feedback Register to be
updated throughout this
process with who is
dealing with it and dates
letters were sent

raising a complaint with an external organisation
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