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Complaint Guide and Form
What is a complaint?
[bookmark: _GoBack]If you are dissatisfied with a service that the University is providing, or with the person who is providing it, then you can raise the matter as a complaint.
How should I make a complaint?
You should always try to resolve a problem as close as possible to its source.  
What outcome can you expect if you make a complaint?
The University expects its entire staff to be receptive to issues raised by customers.  Complaints will be addressed initially through an informal process involving discussions with people in the Department where the difficulty has arisen.
What should I do if I am dissatisfied with the outcome?
In some cases it may be felt that the candidate’s complaint has not been resolved by the informal process.  In such cases you can progress the complaint to a higher level by completing and submitting the Complaints Form below and submitting this to the Business Operations Manager.  
Won’t my examiners treat me differently if I make a complaint about them?
It is part of the University’s Policy that no one bringing a complaint, whether successfully or otherwise will be treated less favourably by any member of staff than if the complaint had not been brought.  If evidence to the contrary is reported then the member of staff may be subject to disciplinary proceedings.
Where can I obtain advice?
If you have any uncertainties about the information contained in this Guide you should consult the Test Centre Manager.
Where should I submit the form?
You should submit the form to the Test Centre within ten days of the event.  If you seal the form in an envelope, mark it Private and Confidential, and address it to the Test Centre Manager, Competence Test Centre, Thornby 3, Park Campus, Boughton Green Road, Kingsthorpe, Northampton, NN2 7AL.  Alternatively email: ctc@northampton.ac.uk addressing it Private and Confidential to the Test Centre Manager whom will refer the complaint to the Test Panel, who will appoint an investigator.
How long will it take to make a decision?
If your concerns raised can be resolved at the informal stage then it will not take very long at all.  If you wish to make a formal complaint then then this will be investigated with the aim to be completed the process within 2 weeks.
What happens if I am not happy with the outcome?
If you are not happy with how your complaint has been dealt with and would like to raise any concerns about the process of booking and taking Part 2 of the Test of Competence, you will need contact the Nursing and Midwifery Council (NMC) and follow their complaints, which is outlined on the NMC website https://www.nmc.org.uk/contact-us/complaints-about-us/ 
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Complaint Form
	Your Name
	

	Candidate Number (if applicable)
	

	Correspondence Address
	

	Email Address
	

	Date Test of Competence (OSCE) :
	

	Please give a brief outline of your complaint 












Please explain what steps you have taken to resolve your complaint with the relevant Department (in accordance with the informal process  outlined in the Complaints Guide above and the Complaints Policy)









	Please explain why you are dissatisfied with the response you have received


	Please indicate what outcome or further action you are expecting




Please provide any documents you believe support your complaint.
I declare that the information given is true and that I am willing to answer further questions if necessary:
Signed: 		Date:	
This form should be submitted to the Business Operations Manager, Competence Test Centre, Thornby 3, Park Campus, Boughton Green Road, Kingsthorpe, Northampton, NN2 7AL in a sealed envelope and it will be forwarded for review or emailed to ctc@northampton.ac.uk 
(For official use)
	Date Received:
	Logged:
	File created

	Complaint Acknowledged:
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Rapid assessment of the acutely ill patient - Sheila K. Adam, Mandy Odell, John Welch,
2010
Book

Monitoring the critically ill patient - Philip Jevon, Beverley Ewens, 2012
Book

Nursing medical emergency patients - Philip Jevon, Beverley Ewens, Melanie Humphreys,
2008
Book

Managing long term conditions and chronic illness in primary care: a guide to good
practice - Judith Carrier, c2009
Book

Assessing and managing the acutely ill adult surgical patient - Fiona J. McArthur-Rouse,
Sylvia Prosser, 2007
Book

Palliative care nursing: principles and evidence for practice - Sheila Payne, Jane Seymour,
Christine Ingleton, 2008
Book

Understanding laboratory investigations: a guide for nurses, midwives and healthcare
professionals - Chris Higgins, 2013
Book

Communication (3 items)

Communication and interpersonal skills for nurses - Shirley Bach, Alec Grant, 2009
Book

Communication and interpersonal skills for nurses - Shirley Bach, Alec Grant, 2009
Book

Interpersonal skills for nurses and health care professionals - R. F. Wondrak, NetLibrary,
Inc, 1998
Book

Leadership (2 items)

Effective healthcare leadership - Melanie Jasper, Mansour Jumaa, 2005
Book

Nursing and collaborative practice: a guide to interprofessional and interpersonal working -
Benny Goodman, Ruth Clemow, 2010
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http://readinglists.northampton.ac.uk/items/7CB173DF-BBE9-13D5-9773-1CA0337ABD52

http://readinglists.northampton.ac.uk/items/FDA70F74-1A4D-A181-EC41-A819A5746231

http://readinglists.northampton.ac.uk/items/52B04B30-BEF0-2078-DB76-216D61EDD39E

http://readinglists.northampton.ac.uk/items/55D18AD0-AFDE-0718-42BE-0EF18FC0E15B

http://readinglists.northampton.ac.uk/items/55D18AD0-AFDE-0718-42BE-0EF18FC0E15B

http://readinglists.northampton.ac.uk/items/8F6DFE85-66C8-5957-85C1-3E73D0979250

http://readinglists.northampton.ac.uk/items/E407B50A-B67F-7702-104C-AD6DE828F76E

http://readinglists.northampton.ac.uk/items/67C45DFC-ACC5-2D1A-42BD-0A901BDF0B6C

http://readinglists.northampton.ac.uk/items/67C45DFC-ACC5-2D1A-42BD-0A901BDF0B6C

http://readinglists.northampton.ac.uk/items/D0048136-6C64-99BE-4C75-0E9AC5FF9D43

http://readinglists.northampton.ac.uk/items/C45886CB-A49C-ABB5-3551-A7B58AB1A94A

http://readinglists.northampton.ac.uk/items/19458C7B-8A98-5D3D-E4CB-46BF400ADA69

http://readinglists.northampton.ac.uk/items/4F8045A4-8EF9-4512-A72F-BF62D8E9A228

http://readinglists.northampton.ac.uk/items/601DE66D-88CC-1236-59EE-AA9FB4B0C793




