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Method: Creating a SMART complaint action

1. Review the model of what SMART means (previous page).

2. Write the action considering all the elements of SMART model. At a 
minimum, actions must be specific, measurable and time-bound.  

EXAMPLE

Draft action: FLF team to review training for panel members.

SPECIFIC: what are we reviewing the training for – what do we think is 
missing? What will be added to address the problem, if needed? Detail 
should be included in the action and not reliant on content in the body of the 
complaint response letter.

MEASURABLE: to show the complaint issue is addressed, and provide 
auditable evidence that the action is complete

ATTAINABLE: although not explicit in the action, consideration must be 
given to whether the action owner (the FLF team) has the expertise and 
time to carry out the action

RELEVANT: review how completing this action now supports wider 
operational or organisational goals (e.g. why does having better trained 
panel members matter)

TIME-BOUND: for conducting/completing the training review and issuing 
revised materials (if needed). This should be in the body of the action and 
not only recorded in a date box in CGR.

Action rewritten: 

FLF team to review training materials for panel members to ensure content 
includes interview techniques and EDI matters. If needed, revised materials 
should be made available in line with planned panel member training, the 
next FLF Round of interviews or by Qx-202x, whichever is first.





Summary

Compose actions that clearly reflect the activities to be 
undertaken.

Agree the wording and timescale with the action 
owner.

Consider the requirement for evidence.
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