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1. Introduction 
 

a. The Business Services Organisation (BSO) will provide for the 
processing and resolution of any complaints received about its 
services, subject to its legal and ethical duty to protect the 
confidentiality of information as set out in the Data Protection Act 1998 
and the Human Rights Act 1990.  The common law duty of confidence 
must also be observed. The way we handle complaints, resolve 
problems and use feedback is a priority for the BSO to ensure  
customer satisfaction 

2. Scope 
 

a. The Business Services Organisation (BSO) recognises that at times 
things can and do go wrong and believes that it is in everyone’s best 
interest to resolve concerns and complaints at the earliest possible 
stage. 

 
b. This policy and associated procedures are designed to make it easier 

for the general public, and others, to obtain a response to their 
concerns about the Business Services Organisation’s (BSO) services, 
and for BSO staff to respond in an open and constructive manner. The 
procedure and policy statement forms part of the BSO’s overall Risk 
Management strategy and will be reviewed at least biennially. This 
policy and procedure applies to all employees who provide services on 
behalf of the BSO and HSC 

 
3. Who May Complain? 

 
a. Complaints may be made by a relevant person who uses the services 

of BSO or a person acting on behalf of a service user.  
b. Complaints may also be made by visitors or other users of Business 

Services Organisation BSO facilities. 
c. The Complaints Procedure is not to be used for staff grievances which 

will continue to be handled separately.  HSC staff may complain about 
the way they have been dealt with under the grievance procedure and 
provided they have exhausted the local grievance procedure may 
complain to the NI Commissioner for Complaints (Ombudsman) where 
the complaint is under his/her remit or other employment tribunals 

d. Complainants in respect of the Pension Service may also have the 
right to access the services of the Pension Ombudsman 

e. In respect of Family Practitioner Services complaints may also have 
the right to access the services of the Patient and Client Council. 

f. Practitioners who may be subject to investigation under Counter Fraud 
and Probity arrangements may be able to use the complaints 
procedure subject to other legal considerations and only about the 
administration of an investigation. 

g. Practitioners who may wish to complain about decisions of prior 
approval processes may complain only after the exhaustion of all 
appropriate process and solely about the administration processes. 
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4. Policy Aims 

 
The Business Services Organisation Complaints Procedure will: 

 
a. Seek to resolve problems by informal means at an appropriate level 

wherever possible; 
b. Be easily accessible and publicised;  
c. Be simple to understand and use; 
d. Respect confidentiality;  
e. Seek to provide an effective response and appropriate redress, where 

appropriate 
f. Provide information to the Senior Management Team so that services 

can be improved. 
g. Identify a formal complaints  process for the management of 

complaints 
h. Ensure that written records are kept of all formal complaints 
i. Ensure that all correspondence, statements and records of complaints 

are kept confidential and held securely. 
 

5. Staged Procedure 
 

This complaint policy and procedure is necessary for the efficient 
operation of services in delivering value for money and improving 
customer satisfaction. They have been developed in order to encourage 
people to tell us what we are doing wrong in order that we can endeavour 
to put it right and has been based on four key principles  

 
i. Openness and accessibility – flexible options for pursuing a 

complaint and effective support for those wishing to do so; 
ii. Responsiveness – providing an appropriate and proportionate 

response; 
iii. Fairness and independence – emphasising early resolution in 

order to minimise strain and distress for all; and 
iv. Learning and improvement – ensuring complaints are viewed as 

a positive opportunity to learn and improve services. 
 

 
6. Key responsibilities 

 
a. The Board of the BSO has a responsibility to ensure that there is an 

effective  complaints policy in place and to monitor its effectiveness on 
a regular basis 

b. The Chief Executive has overall responsibility for the Complaints 
policy. 

c. The Director of Human Resources and Corporate Services (DHRCS)  
has delegated responsibility for the implementation and operation of 
the complaints policy and procedure.   
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d. The Corporate Services Manager (CSM) is the officer who will 
undertake the day to day co-ordination of the complaints policy and 
procedure.  

e. The Assistant Director of Procurement and Logistics has a joint 
responsibility with the CSM responsibility for dealing with complaints in 
respect of the Procurement and Logistics Service. 

f. The review panel which should be chaired by a non-executive director, 
is responsible for considering whether the complaints process was 
followed correctly, whether the matters have been investigated and 
responded to appropriately, and making any relevant recommendations 
in terms of changes to BSO policy / procedure. 

g. All members of staff have a responsibility to comply with the 
requirements of this policy and respond to any complaint in a positive 
way.  

 
7. Definition of Complaint 

 
The complaints procedure is designed to fulfil the following objectives: 

 
a. To enable members of the public and others1 to express complaints, 

comments, or suggestions, to the BSO when they feel dissatisfied with 
the service provided and to have them addressed in a respectful and 
courteous manner.  

 
i. Where a complaint is made about a Family Practitioner Service 

contractor it may, with the complainants agreement be 
forwarded to the relevant practitioner and a copy forwarded to 
the HSCB for consideration 

 
b. To provide an explanation of what has happened and where 

appropriate, provide an apology and an assurance that we have taken 
whatever appropriate steps to prevent the problem recurring wherever 
possible. 

 
c. Appendix 1 diagrammatically illustrates the general complaints 

procedure. Importantly the procedure stresses the principle that all 
complaints need to be recorded. The procedure also makes provision 
for distinguishing between an oral and a written complaint in terms of 
resolution. All complaints should be reported to the Corporate Services 
Manager  

 
d. Normally complaints should be made within a 3 month period from 

which the subject of complaint occurred however delayed complaints 
may be considered by the DHRCS or other designated officer 
depending on the nature of the complaint.  

 
 

 
                                                           
1 HSC Bodies will be able to deal with complaints through the review  arrangements in the Service 
Level Agreements 
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8. Oral Complaints 
 

a. Whenever a member of staff receives an oral complaint, they should 
attempt to resolve the complaint directly in a respectful and courteous 
manner, If appropriate, they should seek immediate advice and support 
from their line manager. 

 
b. Where an oral complaint is ‘difficult’ the matter should be referred to 

the more senior manager within the directorate who will then seek the 
advice of the CSM if appropriate.  Examples of ‘difficult’ complaints 
may include the following: 

 
1. Where the complainant will not accept an oral resolution. 
2. Where the manner and extent of the complainant’s 

dissatisfaction (e.g. angry threat to go to the media) requires the 
direct involvement of the Business Services Organisation (BSO) 
Human Resources and Corporate Services Directorate. 

3. The complainant is abusive and threatens violent behaviour. 
4. Where the gravity of the complaint indicates a major breach of 

Business Services Organisation procedures; this should also be 
escalated to the office of the Chief Executive as a matter of 
Urgency 

5. Where the complexity of the complaint (e.g. involving more than 
one part of the BSO) would benefit from a more co-ordinated 
approach from the BSO Human Resources and Corporate 
Services Directorate. 

6. Where the nature of the complaint implicates a member of the 
BSO staff in potentially illegal activity (e.g. fraud). Such a 
complaint will require the immediate attention of the Director of 
Finance and the Chief Executive 

 
c. All oral complaints should receive an honest and objective response 

and should, if requested by the complainant, be followed by a letter that 
will confirm the oral response. Such responses should be in 
accordance with a pro-forma letter attached as Template 1 and copied 
to the CSM.  Each Directorate will identify a nominated manager for 
complaints and then will issue this letter within 10 working days of the 
complaint. 

 
d. The person dealing with the complaint should complete an Oral 

Complaint Form (Appendix 2) with details of the complaint and action 
taken. This form should be returned to the Administrative Services 
Department when completed 

 
e. Oral complaints referred directly to the CSM will be referred to the 

relevant Directorate for consideration 
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9. Written Complaints 
 

a. Written complaints should normally be made within 3 months of the 
incident, however, delayed complaints may be considered at the 
discretion of the DHRCS or other designated officer. All complaints 
should have a full response within 20 working days.  Written complaints 
must be acknowledged, in writing, within two working days of date of 
receipt of complaint by BSO in accordance with the relevant template 
(Appendix 3) Written complaints received within all Directorates should 
be sent immediately to the CSM with a copy of an  acknowledgement 
in the standard template. 

 
b. The appropriate Director and the Chief Executive will be notified of the 

complaint on the day of receipt and they will advise of the manager to 
whom the complaint is to be forwarded for consideration and 
development of a response. The Director will take account of the 
significant of the complaint and triage them on the basis of complexity 
and distribute to an appropriate manager accordingly. The appropriate 
managers will co-ordinate the investigation and involve the relevant 
staff. The investigation will identify the relevant facts surrounding the 
complaint and identify if there has been a failure of systems, processes 
or standards. 

 
c. A report of the outcome(s) of the investigation must be sent to the 

relevant Director and the Corporate Services Manager within 10 
working days or receipt of the complaint.  If a report or draft response is 
not received within 10 working days the situation should be escalated 
to the Director on day 11 for immediate action. 

 
d. The CSM will prepare a draft response for clearance with the relevant 

Director prior to submission to The Chief Executive.  
 

e. The Chief Executive, or in his absence, a designated Executive 
Director, will sign the final response, which will be forwarded to the 
complainant within 20 working days of receipt of the complaint. If the 
investigation cannot completed within 20 working days, an interim letter 
no later than day 15 or at the earliest opportunity must be sent to the 
complainant outlining the reason(s) for the delay and offer a timescale 
for response. 

 
f. Affected staff shall be advised as to the outcome of the complaint and 

action to be taken thereafter. 
 

g. All responses to complaint correspondence will be in hard copy form 
although they may be supplemented by electronic responses.  
Alternative formats will also be available, e.g. Audio, Braille, or other 
languages as necessary in standard templates. 

 
h. Appendix 2 sets out the various contact details 
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10. Complaints Review – BSO Internal Complaints Panel  
 

a. If a complainant is not satisfied with the response to their complaint, 
she/he may request that the complaint be considered by a Review 
Panel of the BSO which will comprise a Non-executive member of the 
Board and a Director or other senior manager who has not previously 
been involved in the case. The Non-Executive Director will chair the 
review. Secretarial support will normally be provided by the CSM. The 
review is to  consider whether; 
 the complaints process was followed correctly,  
 the matters have been investigated and responded to 

appropriately, and  
 making any relevant recommendations in terms of changes to 

BSO policy / procedure  
 

b. It is a precondition of the move to the review panel stage that the 
complaint has been dealt with under the complaints policy and has not 
been resolved. 

 
c. The request for review must be in writing, addressed to the CSM within 

10 days of the complaint response sent to the complainant and must 
set out briefly the reasons why the complainant is dissatisfied with the 
response. 

 
d. The panel meeting will normally be held within 10 days of receipt of the 

review request to consider the papers. The complainant may at the 
discretion of the Chair of the review panel be invited to attend and 
whenever possible, that meeting will be held within 20 working days 
although it is recognised that a date that is reasonably convenient for 
the complainant, the BSO and the members of the Panel may fall 
outside of this timeframe.  At any meeting, the complainant may be 
accompanied by a friend but legal representation will not be allowed. 

 
e. The review meeting is not a judicial process and will be as informal as 

circumstances allow.  If attending subject to the provisions of 
paragraph 12 above the complainant will have the opportunity to put 
her/his reasons for dissatisfaction and to enlarge on them but may not 
introduce reasons that were not previously included in the complaint.  
The relevant manager who may be invited to attend at the discretion of 
the Chair will have the opportunity to explain the circumstances around 
the complaint.   

 
f. The Panel may make findings and recommendations and a copy of 

those findings and recommendations will be sent by electronic mail or 
otherwise given to the complainant and where relevant, the affected 
member of staff.  
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g. The Panel will formulate its response as quickly as reasonably 
possible, aiming to do so within 10 working days of the hearing, and 
the CSM will notify all concerned. 

 
h. A written record will be kept of all complaints, and of whether they are                                                                                                                                                                                                                                                                              

resolved at the preliminary stage or proceed to a panel hearing              
 

i. Correspondence, statements and records relating to individual 
complaints will be kept confidential except where there are legal 
grounds to disclose.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                           

 
11. The Ombudsman 

 
On completion of the BSO Process, Complainants will be advised of their 
right to refer their complaint to the Northern Ireland Public Services 
Ombudsman or Pensions Ombudsman to investigate their complaint. (The 
complainant may refer the complaint to the Ombudsman at any stage 
however; the Ombudsman is unlikely to become involved unless the 
organisational complaints processes have been completed). 

 
Complaints about Pension Services can be referred to the Pensions 
Ombudsman.  

 
12. Legal Correspondence 

 
In accordance with the directions issued by DHSSPS a complaint about 
which the complainant has stated that he intends to take legal proceedings 
will not be considered under this procedure. 

 
13. Training and Awareness 

 
The BSO will ensure that appropriate staff will receive training on the 
complaints policy and the associated administrative procedures.  

 
In addition, the BSO will take steps to promote awareness of the 
complaints policy at induction. 

 
 

14. Policy Monitoring and Reporting 
 

a. All complaints records and outcomes will be formally collated and 
analysed by the BSO’s CSM, utilising where possible electronic media 
for storage. 
 
The Board/SMT will be provided with a quarterly report which will detail 
the following: 

 
i. The incidence of complaints in the previous quarter by business 

unit/directorate 
ii. An overview of the nature/type of complaints 
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iii. An overview of the resolution of the complaints 
iv. An assessment of trends emerging in relation to complaints. 
v. An assessment of actions needed by the Business Services 

Organisation BSO to redress general areas of service provision 
– based on the report (e.g. revise risk score of particular area in 
relation to the organisational risk register). 

 
b. In addition, an annual report on complaints will be compiled for the May 

Board meeting.  
 

15. Freedom of Information & Data Protection  
 

Complaints about non-disclosure of information will be dealt with 
separately from this policy. Such requests should be considered under the 
Freedom of Information Act and Data Protection Act. 

 
16. Equality Screening 

 
This policy has been screened for equality implications as required by 
Section 75 and Schedule 9 of the Northern Ireland Act 1998. Equality 
Commission guidance states that the purpose of screening is to identify 
those policies which are likely to have a significant impact on equality of 
opportunity so that greatest resources can be devoted to these. Using the 
Equality Commission’s screening criteria; no significant equality 
implications have been identified. The policy will therefore not be subject 
to equality impact assessment.   However, whenever necessary the BSO 
will support members of the various Section 75 groups to make complaints 
in their native language and/or other formats such as Braille. 

 
17. Exclusions  

The following complaints are excluded from the scope of the arrangements 
and shall not be investigated or shall cease to be investigated. 

 
a. a complaint made by a HSC body which relates to the exercise of its 

functions by another HSC body; 
b. a complaint made by an employee about any matter relating to his/her 

contract of employment as this is provided for under The Grievance 
Policy; 

c. a complaint made by an independent provider about any matter 
relating to arrangements made by a HSC body with that independent 
provider; 

d. a complaint arising out of an HSC body’s alleged failure to comply with 
a data subject under the Data Protection Act 1998 (a) or a request for 
information under the Freedom of Information Act 2000 (b); 

e. a complaint about which the complainant has stated that he intends to 
take legal proceedings; 

f. a complaint about which a HSC body is taking or is proposing to take 
disciplinary proceedings in relation to the substance of the complaint 
against a person subject to complaint; 
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g. a complaint which has led  to the protection of vulnerable adults policy 
or procedures having been activated; 

h. a complaint the subject matter of a Child Protection inquiry; 
i. a complaint which has raised an independent  inquiry and/or a criminal 

investigation and/or an investigation into on-going fraud; 
j. a complaint which has resulted in a referral to a professional regulatory 

body; 
k. a complaint which activates the Children’s Order Representation and 

Complaints Procedure; 
l. a complaint the subject matter of which has previously been fully 

investigated under –  
 

i. these procedures; or 
ii. former procedures 

 
m. a complaint which is being or has been investigated by the NI 

Commissioner for complaints. 
 
 

Where a complaint falls into any of these categories the Chief Executive or 
other appropriately designated Director shall notify, in writing, the 
complainant and inform them that their complaint cannot be considered 
under this policy 

 
18. Policy Review 

 
The policy will be subject to formal review every two years from the date of 
implementation.  

 
 
 
    
 
 
   
 
 
Director of HR & Corporate Services 
HUGH MCPOLAND 
 
 
 
 
 
 
 
 
Chief Executive/Director                                                     

  
Author 
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Date:    
 
 

 
 

References:  
 
Complaints in Health and Social Care:  Standards and Guidelines for resolution and 
learning. -  DHSSPS 2009 
Complaints Listening…Improving - Guidance on Implementation of the NHS 
Complaints Procedure.  HPSS Executive (1996) – (Reviewed April 2000). 
 
Revised Guidance on Handling Complaints – DHSSPS (April 2000) 
 
How to deal with complaints – Public Service Office (March 1999) 

 
 

This Policy can also be made available in larger print and can be translated into a 
range of minority languages to meet the needs of those people who are not fluent in 
English. 
 
Please contact us on 0300 555 0113 if you would like a copy in an alternative format 
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Resolution of Complaints

Written Oral

Forward to ASM
Franklin Street Difficult?

Yes

No

Oral Reply

Forward the 
Oral Complaint Form

to the ASM

Refer to the appropriate 
directorate and manager 
Investigation by Manager

Manager to prepare and 
forward a report within 
10 days of receipt of 

complaint

ASM to prepare final 
response 

for Chief Executive

Final response sent within 20 days of 
receipt  of the Complaint

Acknowledge 
complaint

For HSC 
Complaints only
Does the 
complainant 
require support?

Seek support 
from Patient and 
Client Council

  

Appendix 1 
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Complainant Satisfied?

Yes

Request for Review

Review 
Consider the Complaint Process

Advise Compliant

In the event of continued dissatisfaction 
the complainant should be referred to the 

Ombudsman

Complaint 
Satisfied?

General Complaint HSC Complaint
Pensions Complaint

Review Process Pensions 
Ombudsman

Patient & Client 
Council

YesEND

NO

No

No further action
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Details of Oral Complaint 
 

REF. NO 
 
 
Directorate/SBU 

 

 
Complaint Received By 

 

 
Date Received 

 

 
Time Received 

 

 
Name of Complainant 
 

 
 

  
Address  
 
 
 
 
 
Telephone: 

 

  
 
 
Nature of Complaint 
 
 
 
 
 
 
 
 
 
(What redress would the complainant like e.g. apology/explanation): 
 
 
 
Complaint resolved?                         YES                                      NO 
 
 
Signature:                                                               Date: 
 

Appendix 2 
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Contact Details 
 
 
Corporate Services Manager  
Business Services Organisation 

2 Franklin Street 
Belfast 
BT2 8DQ 
 
028 9536 3666  
Email: complaints.bso@hscni.net 
 
 
 

NI Public Services Ombudsman 
 
 
 

Progressive House 
33 Wellington Place 
Belfast 
BT1 6GQ 
 
028 9023 3821 
 

Patient and Client Care Council 
 
 
 

Lesley House 
Wellington Place 
Belfast 
BT1 6GQ 
 
028 9032 1230 
 

Pensions Ombudsman 
 
 
 

11 Belgrave Road 
London 
SW1V 1RB 
 
020 7630 2200 
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Contact  
 

Appendix 3 
 

Template Letters 
 

Acknowledgement 
 
Template 1 – For Complaints sent to Directorates 
 
Dear 
 
BUSINESS SERVICES ORGANISATION 
 
Thank you for contacting me to advise of a complaint you wish to have considered in 
regard to our services. 
  
I have forwarded the details of your complaint to our Corporate Services Manager 
who will formally acknowledge the complaint within 2 working days. 
 
The complaint will be sent to the relevant Director for consideration and you should 
receive a response within 20 working days of today.  If there are any delays in 
dealing with your complaint we will contact you on Day 15 to advise of progress to 
date and to explain why there may be a delay 
 
If you require further information please contact the Corporate Services 
Manager complaints.bso@hscni.net or on 028 9536 3666 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

mailto:complaints.bso@hscni.net
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Template 2 – Acknowledgement by Corporate Services Manager 
 
 
 
 
 
Dear 
 
Thank you for your correspondence indicating that you wish to initiate our complaints 
procedure in regard to  
 
(Include details of complaint) 
 
I would wish to formally acknowledge receipt of your complaint and would advise you 
that you should expect to receive a response within 20 working days of receipt 
(insert date) in accordance with our policy (copy attached). 
 
If we incur any delays in the process I will contact you to explain the delay no later 
than (insert dd/mm/yyyy). 
 
Further enquiries with regards to your request should made by email or post.  Please 
use the reference above in any correspondence. 
 
Email:  complaints.bso@hscni.net 
 
Post:  Corporate Services Manager  

2 Franklin Street,  
Belfast,  
BT2 8DQ 

 
Yours sincerely  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Template for Response 
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Dear   
 
I refer to your complaint received on DDMMYYYY relating to (include details) 
 
We have now considered your complaint and would respond as follows 
 
Insert detailed response 
 
 
Possible apology included 
 
I hope that the information provided assists you. If you are dissatisfied in any way 
with the handling of your request, you have the right to request a review which will be 
carried out by a non-executive Director of the BSO and a Senior Manager not 
previously involved in your complaint. You should do this as soon as possible or in 
any case within ten days of the date of issue of this letter.  
 
In the event that you would wish a review to be undertaken, you can do so by writing 
to; 
 
Corporate Services Manager,  
2 Franklin Street,  
Belfast,  
BT2 8DQ 
 
If, following the review, you remain dissatisfied in any way with the handling of the 
request; you may make a complaint to the Northern Ireland Ombudsman and ask 
that they investigate whether the BSO has complied with the terms of the BSO 
Complaints Policy.  
 
You can contact the Northern Ireland Ombudsman at: 
 
Website: www.nipso.org.uk  
Phone: 028 9023 3821 
Email: nipso@nipso.org.uk  
Post:  Northern Ireland Public Services Ombudsman 
 Progressive House 
 33 Wellington Place 
 Belfast  

BT1 6HN 
 
In most circumstances the Ombudsman will not investigate a complaint unless an 
internal review procedure has been carried out. However the Ombudsman has the 
option to investigate the matter at his discretion. 
 
Yours Sincerely  

http://www.nipso.org.uk/
mailto:nipso@nipso.org.uk
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