
Complaints Procedure

Livenzorg strives to provide the best possible care and service. Even so, clients or their families may
sometimes be dissatisfied with something. Open communication and a safe care relationship are central to
how we work. That is why we offer a clear and accessible complaints procedure, so that any concerns or
complaints are handled in a respectful and fair manner. Below you will find the procedure that clients and
their families can follow to submit a complaint and reach a solution.

The steps below are intended to help you as quickly and personally as possible. You are of course also free
to submit your complaint directly to the independent external complaints officer or disputes committee at any
time (see step 6).

Step 1: Discussing a concern

• Informal solution: Discuss your concern first with your Care Manager. Many issues can be resolved
directly in a conversation.

• Formal complaint: If the issue persists or requires formal attention, a written complaint can be submitted.

Step 2: Submitting a complaint

You can submit a complaint by:

• Telephone: Contact the Care Manager directly.

• E-mail: Send an e-mail with the details of the issue.

• Written form: You can also submit a written complaint. Help with completing it is available if needed.

Please include the following in your complaint:

• A clear description of the issue.

• The names of those involved.

• Relevant dates and times.

• The solution you would like to see.

Step 3: Confirmation and assessment

• Confirmation: Within 3 working days you will receive a confirmation of your complaint and an explanation
of the next steps.

• Assessment: The Care Manager investigates the complaint and may involve the subcontractor’s Care
Manager if necessary.

Step 4: Investigation

All complaints are investigated carefully. This may include:

• Conversations with clients, families and caregivers.

• Reviewing care records or communication.

• Consulting external care managers or other professionals if necessary.

Step 5: Resolution

After the investigation has been completed, you will receive information about:

• The findings of the investigation.



• Actions to resolve the issue, such as adjustments to the care plan, additional training for caregivers or
changes to the support provided.

You will receive a written decision no later than six weeks after submitting your complaint. If a careful
investigation requires more time, this period may be extended once by four weeks; you will be informed of
this in good time.

Step 6: External complaints officer and disputes committee

At any time — including without first following the internal steps — you can turn free of charge to the
independent complaints officer and the recognised disputes committee that Livenzorg is affiliated with. All
up-to-date information and the option to submit a complaint can be found at: www.erisietsmisgegaan.nl.

In addition, for questions or reports about the quality of care you can always contact the National Healthcare
Report Centre (Landelijk Meldpunt Zorg) of the Dutch Health and Youth Care Inspectorate (IGJ) directly:
www.landelijkmeldpuntzorg.nl.

Confidentiality and protection

• All complaints are treated confidentially and information is only shared with those directly involved in the
process.

• You are protected against any form of retaliation for submitting a complaint.

Follow-up

After the complaint has been handled, the Care Manager will contact you to check whether you are satisfied
with the solution and to gather feedback in order to prevent similar issues in the future.

Continuous improvement

At Livenzorg we see complaints and feedback as an opportunity to improve our care. Please do not hesitate
to share your concerns or suggestions – we are here to support you.

Thank you

We appreciate your feedback and cooperation in providing the best possible care experience. Do you have
questions about this policy or do you need help? Please contact your Care Manager at Livenzorg.


