
 

West Coast District Health Board Complaints Process 

Complaint Received

Acknowledgement of Receipt of 
Complaint Letter to complainant  

within 5 Working Days

Complaint entered onto WCDHB Complaints/Compliments 
Spreadsheet

Copy of original complaint to be sent to relevant Quality 
Facilitators & Managers

  Quality 
Patient 

Health & 
Adverse 
Events 

Facilitator

Completed
Within 72 
Working 
Hours

Investigation to be completed and recorded on Complaints 
 Investigation Template

Completed within 10 
Working Days

Or a letter of Extension to 
be provided to the 

complainant each month

On receipt of Investigation relevant QF  to compile a draft 
response letter and forward to reelevant manager for 

amendments

Following approved amendments  ‘draft’ response letter to 
be sent electronically to QPH & AEF

Completed within 20 
Working Days 

If investigation 
exceeds 20 Working 

days  a letter of 
extension and 

progress to date to 
be provided to the 
complainant and 

every subsequent 20 
working days until 

process is complete

Any amendment reqired by relevant General Manager,  to be 
sent back to QF via QPH & AEF for completion and return 

for General Manager signature

Signed PDF copy to  be sent to 
relevant Quality Facilitator

Amended response letter to be signed by General Manager 
and sent to Complainant

Quality Patient  Health & Adverse Event Facilitator
  to enter closure date of complaint on WCDHB Spreadsheet

If any of the above actions cannot be completed within the designated time frames a letter advising of additional time required for completion of complaint 
investigation to be generated by QPH & AEF

Original to be sent to complainant and an electronic copy to be sent to the relevant QF;
Time frames above to be adjusted accordingly.

Complaint forwarded within 24 hours to the QPH & AEF 
(written & verba)l

QPH & AEFr to update WCDHB Complaints spreadsheet and 
provide Draft Letter to relevant General Manager for final 

agreement and Sign off

 


