O132 FEEDBACK POLICY

1.

INTRODUCTION

CheckUP is committed and involved with the establishment, implementation and review of a customer
focused, and continually improving business environment.
We welcome feedback and shall accept feedback up to three months after occurrence of the event.

2. RELATED DOCUMENTS
•
•
•
•
•

3.

Feedback Record Form F029 (internal document)
Feedback Form F032 (hard copy of online form)
Outreach Patient Feedback Form F076
Compliments and Complaints register (internal document)
Clinical Incident records (internal document)

PURPOSE

This policy aims to identify service improvements, increase customer satisfaction, strengthen customer
input into our services, acknowledge areas of excellence and respond effectively and independently to
feedback provided.

4. PRINCIPLES
The core principles of an effective feedback system are:

5.

•

Visibility – the feedback system needs to be promoted and publicised internally and externally.

•

Access – Service Providers, Stakeholders and Service Recipients should have easy access to
information about how to provide feedback.

•

Responsiveness – all complaints will be responded to quickly and within specified time targets
and all other feedback will be acknowledged within specified time targets.

•

Accountability – regular reporting on the feedback process.

COMPLIMENTS

There are occasions when CheckUP is complimented on the services we provide. These occasions
highlight where we have met or exceeded the expectations of our Service Providers, Stakeholders and
Service Recipients. Compliments provide a very clear indication of what Service Providers,
Stakeholders and Service Recipients value about CheckUP and the work we do. Information about
the compliments we receive often goes unrecognised because unlike complaints, compliments require
little action on our part. When it is appropriate compliments should be acknowledged.
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Recording information about the compliments that we receive serves the following purposes as it:
•

indicates which aspects of our service, Service Providers, Stakeholders and Service
Recipients value;

•

helps CheckUP to build a balanced picture of how our service impacts on our Service
Providers, Stakeholders and Service Recipients;

•

gives CheckUP the chance to share and reinforce among managers and staff examples of
good practice in customer service; and

•

helps to build morale and provide due recognition for a job well done.

6. WHAT IS A COMPLAINT OR AN INCIDENT
A complaint is defined as an expression of dissatisfaction with a service offered or provided, or a
concern regarding some aspect of the health service that requires a response.
An incident is defined as an event or action that staff, clinicians or consumers identify and threatens
the safety of the service recipient and/or the professional integrity of the service provider or health
professional.
We encourage feedback about our services by promoting the feedback process on our website.

7. WHO CAN PROVIDE FEEDBACK
Service Recipients, Service Providers, Stakeholders and other interested parties can provide feedback
which may constitute a compliment, complaint, incident or combination of these.

8. MANAGEMENT REVIEW
CheckUP acknowledges the need to conduct an audit annually, review processes, analyse data and
evaluate performance to measure suitability, adequacy, effectiveness and efficiency of its feedback
process for continuous improvement.
Regular satisfaction surveys and discussion forums, capture compliments and complaints ready for
processing of these records into our feedback records. Our feedback process is promoted on our
website.

9. MONITORING PERFORMANCE
CheckUP monitors its performance through the collection of data reported in its monthly review and
annual internal audit reviewed by Management.
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10. HOW TO PROVIDE FEEDBACK
CheckUP welcomes all feedback, positive or negative, about the service received from and/or
experience with CheckUP. While it is nice to receive positive feedback, if we are doing anything that
can be improved, we want to know about it. Feedback can be provided through the team that works
with the Service Provider, Stakeholder or Service Recipient or by contacting CheckUP directly (contact
details as per below).
All information about the Service Provider, Stakeholder or Service Recipient and the person providing
the feedback (where they are different) and the complaint will be treated with the utmost
confidentiality; however, it may be necessary to release some details in order to properly investigate
the feedback. The Service Provider, Stakeholder or Service Recipient is welcome to invite a person of
their choice to assist them through the feedback process.
Providing feedback is a simple process. The options include:
1.

Talk with someone at CheckUP, either in person at our office: Level 2/55 Russell Street, South Brisbane or phone 3105 8300

OR
2. Put the feedback in writing. A “Feedback Form” (F032) can be completed or feedback can
be provided via a written letter. CheckUP staff can be asked to assist with providing the
feedback form or advising on how to submit the feedback. Provide the letter or form to any
CheckUP staff member or mail to: CheckUP Australia, PO Box 3205, South Brisbane Qld 4101
OR
3. Go to: http://www.checkup.org.au, complete the online Feedback Form, then submit it to
CheckUP via our website and mark to the attention of D Wilson in the subject line.
If a Service Provider, Stakeholder or Service Recipient is not able or comfortable providing feedback
directly to CheckUP, we are happy to accept feedback from an advocate on their behalf.
Feedback should include:
i)

the compliment/complaint/incident – which product/service, when the event occurred, how it
affected the Service Provider, Stakeholder or Service Recipient and which steps have been
taken; and

ii)

name and postal address for correspondence - in order for the compliment/complaint/incident
to be acknowledged/followed-up please provide your name and postal address as we are
unable to respond directly to your feedback without this information.

iii)

the outcome sought.

Note: – we may need to involve other people in our investigation process, but would do so
where it was necessary and reasonable in the circumstances, which would include taking into
consideration any objection from the Service Provider, Stakeholder or Service Recipient or
their representative to which the feedback relates.
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11. WHAT HAPPENS NEXT?
•

When feedback is received by a staff member, this is then communicated to Senior
Management to be acknowledged or actioned.

•

Details of the feedback are recorded in our Customer Relationship Management Database
(CYNDI).

•

Acknowledgement of the communication with us.

•

Conduct an initial assessment of the feedback.

•

Investigate the matter, where necessary.

•

Where contact details are supplied - communicate with the person who provided the
feedback about our decision on the matter and the reason for the decision, where this is
necessary for the nature of the feedback.

•

Discuss proposed and actual actions and offer a remedy if applicable.

•

Where applicable, take corrective and/or preventative actions to proactively improve
CheckUP’s records and practices.

•

Where applicable, reflect on the process and initiate changes aimed at cultural change.

This document is uncontrolled once printed.
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