
Umbrella Concerns/Complaints Resolution 
Procedure

Can the matter be resolved locally by Umbrella staff/partner?

YES: Concerns resolved – 
no further action. Umbrella 

staff/partner document 
locally in their records.

NO: If complaint is not resolved at point of contact, 
Umbrella staff/partner discuss options with/provide 

information to complainant in relation to Patient Relations. 
Referral of complaint can be made on their behalf by 

forwarding the relevant details, or contact details should be 
provided if the patient/relative wish to make direct contact 

themselves. Always follow up by providing a copy of the 
Trust/local feedback leaflet.

Patient Relations will review and see whether any further 
opportunity for short-term resolution is feasible. If so, the 

matter will be resolved and the case closed.

If necessary/desired, the complaint will be dealt with as 
follows.

Process in accordance with local or UHB Complaints 
Policy and Procedure:

1. Complaint logged on to DATIX database.

2. Complaint and draft response template sent to Umbrella 
Matron/partner via email requesting a response within 
two weeks.

3. Umbrella Matron/Partner investigates complaint and 
sends updated response template to Complaints team.

4. Complaints team reviews draft response and sends back 
to Umbrella Matron/Partner for approval (if changes made 
or if more work is needed).

5. Umbrella revises draft and returns it to Complaints team.

6. Final version of response sent to Umbrella Matron/Partner 
for sign off.

7. Trust’s response continues through approval process via 
Division/Corporate/Exec reviews.

8. Response issued to complainant.

9. Case closed.


