=~
 Crafter Health

Feedback and Complaints Process

We welcome feedback from our patients. It helps us identify what we are doing well and where we
can improve, and we treat every formal complaint as a genuine opportunity to strengthen the care
and service we provide.

How to Submit a Complaint or Concern
To ensure your feedback is properly considered, please put it in writing. You can do this by:

* Dropping off a written note or letter at reception, addressed to the practice owners; or
* Emailing your concern to feedback@crafter.health

Please include as much detail as possible, including the date of the occurrence, who was involved,
and a clear outline of what happened.

What Happens Next

Once received, your complaint will be handled through the following process:

Review

Your written complaint is logged and prepared for review.

Feedback to the Clinician or Team Member

The relevant clinician or practice member involved is provided with your feedback. It may be
appropriate for your feedback to also be referred to higher governance levels within the
practice. If so, the process will move to Step 3.

Practice Owners Meeting

The occurrence is presented at the next practice owners meeting for formal consideration.

Feedback to You

You will receive a response outlining the outcome of the review and any actions taken.

Our Commitment

Every formal complaint is treated seriously, confidentially, and constructively. Our goal is not only to
resolve individual concerns but to use this feedback to continuously improve the quality and safety
of care across our practice.

If you have any questions about this process, please speak with our reception staff.



