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 Complaints: the legal aspects

This session provides, in a very practical manner, guidance on how to investigate complaints, how to prepare the complaint response, including complying with the Duty of Candour, plus the legal perspective on complaints, and how best to resolve disputes, all from the standpoint of an NHS Legal Services Manager, and comprises: 

· The legal perspective on complaints
· Complaints investigation: a step by step guide
· Writing and delivering the complaint response
· Responding to complaints and complying with the duty of candour
· Issues around compensation and reimbursement
· Quality assurance: consistently doing a good job.
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