
PATIENT COMPLAINTS
A four-step guide on what to do
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This ensures  
your cover is not 

compromised by an unduly 
late notification.

This will compromise your  
credibility, often irrevocably. You will have a chance 
to fill in incomplete notes and/or explain them later.

 A brief description of your 
qualifications and experience, 
and your role or position at the 
time of the event(s).

 A detailed narrative of the care 
you provided to the patient. 
This should follow the clinical 
notes and records and is your 
opportunity to add more detail.

 A specific response to each of 
the complaints raised by or on 
behalf of the patient.

 Either a short rebuttal of the 
substance of the complaint, or 
an acknowledgment of failure. 

 If you acknowledge failure or 
mistake, include an appropriate 
apology, and an account of any 
changes you have made to your 
practice in light of the complaint.

 The complaint.

 Your draft report.

 Agency communications e.g. 
HDC, the Privacy Commissioner, 
the Coroner’s Office.

 Any internal communications 
regarding the complaint from  
your employer.

 The relevant clinical notes  
and records.

 Any report of internal or external 
investigations into the complaint, 
including transcripts of any 
interviews you provided to the 
investigator.

Structure your report as follows:

Keep it professional, 
and give more detail 
rather than less.

A draft report will 
usually go through 
multiple revisions 
before it is settled.

Note: It is important that all 
documents are provided to your 

lawyer without delay.

New Zealand Medical Professionals Limited has been issued a Financial Strength Rating of B+ (Good) and an Issuer’s Credit Rating of bbb- (Good), with the outlook 
on both ratings assigned to ‘Stable’. These ratings were issued by A.M. Best on 27th March 2020.

For more helpful resources like this, visit NZMPI.
Free phone 0800 102 220 to learn about our insurance cover programmes.

Read the full 
article here
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