
DEALING WITH COMPLAINTS 

* An example of a template complaint recording form has been added to the members’ section of 
CPNI’s website. 
 

Complaint

Complaint 
made directly to 

HSCB

HSCB 
Complaints 

Manager

Honest Broker 

Complaint 
raised in 

pharmacy

Resolution by 
frontline staff

Pharmacy complaints 
manager 

(or deputy in 
manager's absence) 

Acknowledge 
within 3 

working days

Investigation

Response within 
10 working days

Complainant 
satisfied

Complaint 
closed

Record

Record 

Review 

Action

Ombudsman
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YES 

NO 

YES 

NO 


