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Feedback and Complaints Management Policy 

 

Purpose and Scope 

 

The purpose of policy is to ensure that practitioners and patients, carers and other 

stakeholders are able to provide feedback on their experience and service received with 

our practice.  

 

Feedback options 

 

There are a variety of feedback options available these include 

 Verbal feedback from patients to staff 

 Written feedback via the Customer Feedback Form available in hard copy on the 

counters at each of our practices or via our website.  Feedback Form 

 Online feedback form.  Online Feedback available 

https://ruralmedicalimaging.com.au/feedback-form/ 

 Written feedback via a letter or an email  

 Periodic patient and referrer surveys.  

 Direct telephone calls 

 

Feedback response 

 

Dependent upon the type of feedback determines the response to the feedback.   Positive 

feedback is fed back to the staff members involved 

Complaints are dealt with as soon as they are received.  The Managing Director is made 

aware of all complaints received.   The nature of the complaint will determine who deals 

with it and whether the sender is contacted to clarify or provide further information.  

Feedback from Practitioners is directed to our Chief Radiographer who keeps a register of 

feedback and assists us to identify any systemic issues. 

 

Complaint Handling Policy 

 

Our complaints handling policy & Procedure is a document kept with our Workplace 

Health and Safety Manual.  Complaint Handling Policy & Procedurei.  

Staff behaviour: If a complaint is made against a staff member’s behaviour the complaint is 

investigated in line with HR procedures.  The person making the complaint maybe asked to 
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put the complaint in writing in order for it to go through due process as required by 

workplace legislation.  

Procedural: These complaints will be investigated to determine what happened where and 

why it happened.  

Dependent upon the nature of the complaint the person may or may not be contacted 

with the outcome of the investigation 

 

Staff Training 

 

Complaints handling is usually addressed during our annual CPR training.  Staff are 

reminded of our feedback forms, our online presence and our Complaint Handling Policy & 

Procedure is discussed along with the chain of command and who to direct complaints to.   

We provide staff with a “Dealing with difficult clients” brochure to them when dealing with 

a person who could potentially turn the altercation into a complaint.  Dealing with difficult 

clientsii 

Complaints are logged into our Complaint Register (External Parties). Complaints Registeriii 

 

Document review 

 

This document has been compiled and reviewed in August 2021 whilst reviewing and 

updating our Safety and Quality Manual and will be reviewed again as per Review Schedule 

in our Safety & Quality Manual. 
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Feedback Form  
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Feedback form Online  
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Complaint Handling Policy & Procedure 
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Dealing with difficult clients 
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Complaints Register 

 

 

 

Original Files  

 
i           Complaints Handling Policy 
ii          Aggressive Clients Booklet 
iii         Complaint Register (External Parties) 


