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	Action

	Action required by
	Indicative timescales
	Status

	Informal process 

	1
	Concern raised about issue
	Contractor
	
	

	2
	Check against the policy that covers the issue to determine whether due process has been followed
	Commissioner
	
	

	3
	Liaise with the Contractor to try to resolve concerns raised.
	Commissioner
	
	

	4
	Keep complete written records of all correspondence and communications in relation to step 3
	Commissioner
	
	

	5
	Respond to all communications in a timely and reasonable manner
	Commissioner and Contractor
	
	

	Stage 1 – Local dispute resolution

	6
	Inform about intention to raise a dispute about one or more of the decisions made / notices issued (in writing)	
	Contractor
	Within 28 days of a decision / notice
	

	7
	Confirm health body status of the contract and the route for dispute resolution
	Commissioner and Contractor
	
	

	8
	Stop all action in relation to the disputed notice or decision
	Commissioner
	Immediately on receipt of letter (step 6)
	

	9
	Ensure that the person undertaking the LDR is not the same person who made or was involved in the decision that is being disputed
	Commissioner
	
	

	10
	Acknowledge the notification of the dispute in writing which will include a request for submission of evidence to support dispute.
	Commissioner 
	Within 7 days of receiving letter (step 6)
	

	11
	Evidence submitted
	Contractor
	Within 28 days of receiving acknowledgement letter (step 9)
	

	12
	Review of evidence
	Commissioner
	Within 28 days of receiving the evidence
	

	13
	Set up a meeting (which can be virtually or face to face)
	Commissioner
	As soon as possible, but no later than 28 days later than step 12
	

	14
	Write to Contractor confirming the details of the meeting, noting that they may have a representative attend with them
	Commissioner
	
	

	15
	Confirmation of acceptance of meeting arrangement in writing, providing any details of representatives
	Contractor
	
	

	16
	Meeting held
	Commissioner and Contractor
	
	

	17
	Letter written to Contractor following meeting confirming the outcome of the meeting.

If matter resolved, then contract file updated to note resolution.  All correspondence and records kept on file.

If matter not resolved, then Contractor advised of next steps – Stage 2 NHS Dispute Resolution Procedure

	Commissioner



Commissioner



Commissioner
	As soon as possible after meeting date
	

	Stage 2 – NHS Dispute Resolution Procedure

	18
	Written request sent to NHS Resolution for application for dispute.

This application should contain:
· Full names and details of the parties involved in the dispute
· A statement describing the dispute, including reference to regulations and contract provisions
· A signed copy of the contract that is in dispute
· What the applicant sees as the appropriate outcome for the dispute
· Confirmation that local dispute resolution process has been followed and exhausted
· A copy of the decision letter from the Commissioner
· A letter of authority if acting on behalf of others – e.g. in the case of a GOS partnership

	Commissioner or Contractor
	Within three years of the date of the decision / notice that has given rise to the dispute
	

	19
	Each party will be asked to prepare representations by NHS Resolution.  

When providing evidence, the Commissioner should:
· clearly set out the viewpoint of the Commissioner
· provide a chronology of events including:
· its decision
· the point at which the decision was made
· the rationale for the decision
· the consideration of alternative approaches
· always provide documentation which supports the approach taken by the Commissioner and reference this.
	Commissioner and Contractor
	Within timescales provided by NHS Resolution
	

	20
	Attendance at any oral hearings, as required by NHS Resolution
	Commissioner and Contractor
	Timescales determined by NHS Resolution
	

	21
	Provide observations on the other party’s representations, when required
	Commissioner and Contractor
	Timescales determined by NHS Resolution
	

	22
	Final decision
	NHS Resolution
	
	

	23
	Ensure that any actions that are set out in the determination are acted upon
	Commissioner and / or Contractor 
	
	



