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Dealing with Complaints Made by Clients 
The following process may help in dealing with a complaint. 
 

 Take a deep breath so that you can act, and not to react. Act rationally and 

compassionately. Do not assume that you are right and that the client is wrong. Be aware 

of, and supportive of, your client's emotional as well as physical needs. 

 Determine the basis of the client’s complaint. Ensure that you get all the facts and ensure 

that they are indeed facts, and not suppositions. 

 Document everything. 

 Ensure that you hold complete and current client records. 

 Ask the complainant what they would like done about the problem, and by when. We may 

assume that the complainant’s intention is to see you severely reprimanded, when all they 

may really want could be a simple apology.  

 Let the complainant know that you understand her or his concerns, that you are acting on 

them, and when she or he can expect to have these resolved. 

 Notify your association and insurer of the complaint. Do not delay doing this. A failure to 

notify your professional indemnity insurer in a timely manner may invalidate your 

insurance coverage for any legal claims that may arise from this complaint. 

 Advise ATMS that you have received a complaint and provide the relevant details. 

 If you employ staff in your clinic, advise them of what is occurring and ask them not to 

comment to anyone. 

 Do not attempt to alter any of your records.   

 If the complainant’s stated means of resolving the complaint are reasonable, and within 

your power to provide, promptly carry out the complainant’s wishes. You may feel like 

arguing about it but the experience of most people who have been in this situation before, 

is that if the issue can be easily resolved, it will save you significant anxiety, time and 

expense to do this as quickly as possible. 

 Finally, convey the successful resolution of this issue to the complainant, and ensure that 

he or she is satisfied with this outcome. 

 Thank the complainant verbally and in writing for letting you know about this problem and 

for advising you on the best method for correcting it. 

 Make a careful and complete record in the client's clinical notes of all that has occurred, 

and the outcome, including the times and dates of each stage. 
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