X pede

Medical Ltd

XPEDE Medical Ltd

Complaints Policy and Procedure

1 Complaints Policy

1.1 Policy

Xpede Medical Ltd views complaints as an opportunity to learn and improve for the
future, as well as a chance to put things right for the person or organisation that has made
the complaint.

A complaint can be received verbally, by phone, by email or in writing.

1.2 Contact Details for Complaints
Written complaints should be sent to :-

Xpede Medical Ltd

Client Liaison Officer

Impact Hub Islington

27 Dingley Place

London

EC1V 8BRQ

or by email to :- info@xpedemedical.co.uk

Verbal complaints may be made by telephone to Tel: 0207 993 5522

1.3 Confidentiality

All complaint information will be handled sensitively, informing only those who need to
know and following any relevant data protection requirements.

1.4 Our Commitment

We will be open and transparent when dealing with the complaint.
Resolve the complaint promptly

Keep you dated throughout the process

Provide a satisfactory resolution for all parties concerned

Use the information to assess any improvements we can make

1.5 Resolving Complaints

1.5.1 Stage One

On receiving the complaint, the Claimant Liaison Officer will acknowledge the complaint
within 24 working hour.

Complainant will be updated every 48 hours with the progress.
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If a response cannot be made within the specified time because, for example, an
investigation has not been fully completed, a progress report should be sent with an
indication of when a full response will be given.

Theresolution to the complaint should describe the action taken to investigate the
complaint, the conclusions from the investigation, and any action taken as a result of the
complaint. Resolution should be communicated with the claimant 7 working days.

1.5.2 Stage Two

If the complainant feels that the problem has not been satisfactorily resolved at Stage
One, they can request that the complaint is reviewed at the next level. At this stage, the
complaint will be reviewed by the director of Xpede Medical Ltd.

The request for a next level review will be acknowledged within 10 working days of
receiving it. The acknowledgement will say who will deal with the complaint and when
the complainant can expect a reply.

The decision taken at this stage is final. Resolution should be communicated with the
claimant in 28 days.

1.6 Monitoring and Learning from Complaints

Complaints are reviewed annually as a minimum to identify any trends which may
indicate the need to take further action.
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2 Xpede Medical Ltd — Complaints process

Xpede Medical Claimant Liaison Officer
begin investigations and decides on the
appropriate action including notifying
any other parties or organisations if
appropriate

Xpede Medical record the complaint
and send acknowledgement email to
complainant within 24 working hours
of receiving the complaint

Xpede Medical Claimant Liaison Officer
notified of complaint for full
investigation immediately

Complaint received by Xpede Medical
Ltd

Xpede Medical Claimant Liaison Officer
telephones complainant to discuss
resolution and ensure they are satisfied
with response once full resolution has
been determined

Xpede Medical Claimant Liaison Officer
send official outcome response to
claimant by email within 7 working
days from receipt of complaint

Xpede Medical Claimant Liaison Officer
sends update emails to complainant
every 48 hrs if a full resolution is not

yet established

Complaint case marked as resolved and
case closed




