
QUARTER 2
1 July– 30 September 2008
COMPLAINTS, COMPLIMENTS, PALS

 AND CLAIMS SUMMARY REVIEW  

Summary

This report provides an overview of complaints and PALS activity during the2nd      quarter of 2008/2009.  The data relates to complaints managed by the Teaching PCT (tPCT) and also complaints about Primary Care Practitioners (PCP) within Brent. 

The report provides information on any written compliments or positive feedback received by the Patient Services Department. 

Also included is a brief summary of claims currently managed by the tPCT.

1.
Formal Complaints about services managed by Brent Teaching             Primary Care Trust in Quarter 2 2008-2009
Table A: 

	Service Area
	Number of Complaints

	Brent Rehab Service
	1

	Podiatry
	6

	Dietetics
	0

	Wheelchair
	1

	Phlebotomy
	3

	Continence
	0

	District Nursing
	2

	Physiotherapy
	5

	PMS GP Practice
	0

	Health Visiting
	1

	Commissioning
	3

	Occupational Therapy
	0

	Wembley Walk in Centre
	0

	Diabetic Eye Screening
	1

	Community Dental Service
	1

	Speech and Language 
	1

	Estates
	0

	Learning Disabilities
	1

	Dermatalogy
	1

	Total
	27


	No.
	Service inc. locality
	Source
	Category
	Standard
	Complaint
	Findings
	Closed within 25 working days?

	 1.
	Physiotherapy

(Kilburn Locality)


	Patient via MP
	Access
	C18
	Patient referred by consultant for Physio in the PCT and put on a 12 month waiting list.
	Explained the demand for BRS physiotherapy is very high, and has initiated the recent recruitment of 2 full time physiotherapists.
	No

	 2.
	Wheelchair

(Ealing Locality)


	Patient
	Direct care
	C13A
	Wanted a waterproof cushion for the wheelchair, but therapist said that he would only receive a cover.
	Patient was provided with the cushion requested.
	Yes

	 3.
	Podiatry

(Kingsbury Locality)


	Relative
	Staff Attitude
	C13A
	The patient alleges staff were rude, and also caused bleeding following treatment.
	Apology for father's experience and he will now be seen by a different podiatrist. Decision to cease routine nail care due to introduction of new system of clinical priorities  
	No

	 4.
	Podiatry

(Wembley Locality)


	Relative
	Direct care
	C18
	Mother suffers from heart condition & arthritis, making it impossible for her to safely tend to her feet.
	Pt to be seen for any call outs and reminded of to be continually assessed as part of service improvement plans. 
Learning outcome:

Issue of staff conduct and identified staff causing patient upset to be monitored so as prevent such concerns in the future.
	No

	5
	Commissioning

(Wembley Locality)


	Relative
	Direct care
	C13
	Concern about treatment in care home
	Investigations revealed concerns acted upon but due to breakdown in communications heightened anxiety and apologised for the distress caused.
	No

	6.
	Phlebotomy

(Wembley Locality)


	Patient
	Appointment, delay, cancellation
	C18
	Was given an appointment, arrived at the WCHC for the test and was refused due to incorrect appointment time for this type of blood test.
	Apology given – it was explained that 
Learning outcome:

Phlebotomy services have been overstretched and PCT is planning a complete service review including additional phlebotomists which will mean that PCT can deliver from local sites including Stag Lane.
	Yes

	7.
	Physiotherapy

(Wembley Locality)


	Patient via MP
	Appointment, delay, cancellation
	C18
	Apparent changes in access to Haematology, Psychology and Physiotherapy services in the area.
	Contact has been made with NWLHT who have assured the PCT that they have not made any changes to the locations from which haematology, psychology and physiotherapy are provided.
	No

	8.
	Podiatry

(Kingsbury Locality)


	Patient via MP
	Appointment, delay, cancellation
	C18
	Currently patient is being refused podiatry treatment, and unable to cut his toe nails as he can't bend down and is blind in one eye and partially sighted in the other.
	Contact has been made with NWLHT who have assured the PCT that they have not made any changes to the locations from which haematology, psychology and physiotherapy are provided.
	No

	9.
	Speech and Language Therapy

(Harlesden Locality


	Representative
	Direct care
	C18
	Mrs Lewis states there is evidence of deterioration in Daniel's progress due to the failure to provide the services recommended by his consultant.
	Assured by all parties that appropriate support services are in place.
	No

	10.
	Phlebotomy

(Wembley Locality)


	Patient via MP
	Waiting times
	C18
	The amount of time patients were left waiting for a blood test at WCHC on 17.7.08
	The Assistant Director explained the situation to the waiting patients on that day that it was due to staff sickness.  
Learning outcome:

Currently reviewing the provision with a view to increasing the number of phlebotomists
	Yes

	11.
	Physiotherapy

(Wembley Locality)


	GP
	Aids & Appliances
	C18
	Concerned that there is currently absolutely no pelvic floor physiotherapy services in Brent.
	work in progress and future proposals for this service
	No

	12.
	Learning Disabilities

(Kingsbury Locality)


	Representative
	Access
	C16
	Patient attended learning disability service as per scheduled appointment with doctor, but doctor refused as informed no such appointment.
	Letter of apology for the inconvenience caused by unforeseen administrative error sent.
	Yes

	13.
	Physiotherapy

(Wembley Locality)


	Client
	Access
	C18
	Lack of Community Physiotherapy provisions for Brent patients.
	Was actually seen just after two months.  
Learning Outcome:

BRS acknowledges that the waiting times for new patients is far from satisfactory and has implemented a number of waiting list management options i.e. outpatient neurology clinics, additional admin support to free up therapy time, plus the recent recruitment of 2 full time band 6 physiotherapists to address this concern.
	Yes

	14.
	Specialist Dental Services

(Wembley Locality)


	Patient
	Appointments/Delay/Cancellation
	C18
	Told he can expect to be booked an appointment, and assured he will be seen in 12 months time - he felt this to be unsatisfactory
	An appointment was arranged.  Conciliation has since been offered, but complainant failed to come back with a date for a meeting.
	No

	15.
	Commissioning

Kingsbury Locality)


	Patient via MP
	Administration
	C18
	Unable to order his repeat prescriptions online
	
	No

	16.
	Brent Rehab

(Willesden Locality)


	Representative
	Appointments/Delay/Cancellation
	C18
	Patient on waiting list for rehab/ physio since Oct 07 - not heard anything.
	
	No 

	17.
	Retinal Screening Service

(Wembley Locality)


	Patients
	Failure to follow agreed procedures
	C18
	Wants to know the measures they are putting into place to ensure that this service is available to all people with diabetes.
	
	No

	18.
	District Nursing

(Wembley Locality)


	Patient via MP
	Direct care
	C18, C13A
	Lack of co-ordination between hospital, social services, GP and Community nursing following discharge from hospital.
	Thanked for raising concern, acknowledged facts that matter first came to PCT from GP and following visit to patient concerns were identified and hospital contacted for discharge notes. Once received care undertaken and issue partly rose due to PCT not having the full notes also as a result of issues raised a number of measures have been put in place.
	Yes

	19.
	Podiatry

(Willesden Locality)


	Patient
	Staff attitude
	C13A
	Unhappy with the experience during the consultation and assessment.
	The matter has been discussed with the Podiatrist concerned, so that future patients will not experience such distress and humiliation.
	No

	20.
	Podiatry Surgery

(Kilburn Locality)


	Patient
	Appointments/Delay/Cancellation
	C18
	3 Appointments were made and cancelled in the year without prior notice.
	Apologised for cancellation of the 3 appointments, also having offered an appointment and pt failed to turn up. Issues have arisen due to lack of staff and sickness amongst staff. Offered help and a named contact re - transport and assessment.
	No

	21.
	Physiotherapy

(Willesden Locality)


	GP on behalf of patient
	Direct care
	C18
	GP referred patient to the physiotherapy service, who subsequently assessed on the phone that not in need of physio but rather relaxation exercises.
	Patient was visited at home and a short course of treatment started, which was stopped on the 9.9.08 as patient feeling better.
	Yes

	22.
	District Nursing

(Harrow Locality)


	Relative
	Appointments/Delay/Cancellation
	C18, C16
	Unable to make an appointment with the District Nurse.
	Having looked at records of telephone messages recorded on the 11th, 12th and 13th August 2008 and the nursing notes, there were no records found of the messages left on the 11th and 12th, so an apology was given that the messages did not reach the nursing staff
	Yes

	23.


	Dermatology Clinic

(Wembley Locality)


	Patient
	Discharge and transfer arrangements
	C18, C16
	Not received follow up appointments.
	Apologised for the experience and the distress caused. Advised appointment letters had been sent all in good time and issue arose due to postal delivery service.
	Yes

	24.


	Phlebotomy

(Wembley Locality) 


	Patient
	Direct care
	C13A
	Not happy with the phlebotomist’s procedure for taking blood.
	The bruising can be reduced by application of pressure to the spot where blood had been taken.
	No

	25.
	Phlebotomy Service

(Willesden Locality)


	Patient
	Failure to follow agreed procedures
	C16
	Patient unhappy at the preferential treatment given to another patient in queue for a blood test.
	The incident involved a number of people, with different interpretations of the event which made it difficult to establish an objective and accurate picture of what actually happened. An apology was given that the patient had to wait longer than is acceptable for the blood test, and is therefore planning to implement an early morning appointment booking system for fasting patients.
	No

	26
	Commissioning

(Willesdden Locality)


	GP on behalf of patient
	Failure to follow agreed procedures
	C17, C6
	The patient has stayed in hospital unnecessarily for 5 months.
	The complaint has highlighted the need for a review of the existing protocol to extend its remit. 
Learning outcome:

The outcome of such a review would be to ensure that the reviewed protocol addresses the needs of young people with severe and enduring mental illness, transferring to adult services and requiring a multi- agency response.
	No

	27
	Health Visiting Service

(Wembley Locality)


	Patient
	Direct/ Clinical care
	C18
	Been informed she will not be visited at home as HV is of the opinion that patient can manage to come to clinic.
	The HV explained that the role of the health visitor was to monitor the health of the patient, and the baby, and this did not necessarily mean home care services. Help with the baby could only be provided if a Common Assessment Framework (CAF) form was completed and presented to the Local Authority Panel, which would then make a decision as to whether services should be provided.
	Yes


1.1     Formal Complaints about services received in Quarter 2 2008
 

 
 

1.2      Response Rates

The NHS complaint’s procedure requires that all letters of complaint should be acknowledged within 2 working days of receipt.  No acknowledgement is necessary if a full response is sent within 5 working days.  The national targets set by the Department of Health state that all Trusts should respond to complaints within 25 working days.  

Table C sets out the percentage of complaints about tPCT managed services received in Quarter 4 that were acknowledged and replied to within target.  A comparative chart detailing the response rates within 25 working days of previous quarters can be found at Appendix 1, p 27.

1.3 


Acknowledgement and Response Targets for complaints received about tPCT services in Quarter 2 2008-2009
Table C:

	Target
	% Achieved within Target

2007/2008

Q4

	Letter of complaint acknowledged within 2 working days
	27 (100 %)

	Full response sent within 25 working days
	 10 (37 %)


1.4        Requests and outcomes of Independent Review 
1. The Healthcare Commission has been asked to reconsider an independent review of a previous case.
2. The ombudsman has upheld the complainant’s decision against the Healthcare Commission, and that further action is required.

3. The Trust has been asked to consider whether local resolution has been exhausted regarding a podiatry service complaint.

1.5 Referrals to the Health Service Ombudsman

There have been no referrals to the Health Service Ombudsman this quarter.

1.6       Patient Profiling
We are required by the Department of Health to collect information on the ethnicity of complainants and practitioners and staff against whom a complaint has been made.  

	
	Patient Profile

	White British
	

	White Irish
	

	White Other
	1

	White and Black Caribbean
	

	White and Black African
	

	White and Asian
	

	Mixed Other
	

	Asian Indian
	

	Asian Pakistani
	

	Asian Bangladeshi
	

	Asian Other
	

	Black Caribbean
	

	Black African
	

	Black Other
	

	Chinese
	

	Other
	

	Not Known/Applicable*
	


1.7    Written Compliments and Positive Feedback – Quarter 2
As a balance to complaints, written compliments and positive feedback are also recorded for services managed by the tPCT:
Retinal Screening Service:
1. ‘When I arrived today I was promptly seen and expertly tested by an excellent young woman – the whole experience showing a well run and maintained service.’
2. ‘Well done. My eyes’ photo was taken exactly at 11.15 as given appointment time.’
3. ‘Brilliant – lady who saw me was very professional.’

4. ‘I would just like to say how impressed I am by all the diabetic and blood pressure services in Brent. This includes the eye screening service and that of private opticians. The lady who dealt with me was very good.’
5. ‘I was very impressed by your administration in dealing with my appointment. On arrival I was seen immediately. WELL DONE.’

Walk in Centre:

1. ‘This is to give my heartfelt comment for the on duty GP at Wembley Hospital for prompt treatment given to me.’

2. ‘Excellent service friendly, helpful reception staff – seen immediately and very friendly and helpful doctor.’

3. ‘This is my first visit here and I have to say that the frontline staff and the doctor were absolutely superb.’

District Nursing:

1. ‘The service provided by the nurses is very good.’

2. ‘Just wanted you to know that your kindness meant a lot.’

3. ‘Nursing team looking after patient – wonderful, always on time, understanding and providing work and care extremely well.’

4. ‘We are very pleased with the DN. He is a good listener, and when we have complained, he always deals with it on time. We are very happy with the treatment & care he is giving to us.’

Doctors – Wembley CHC:

1. ‘Take this opportunity to thank both for their understanding, support and advice given in recent weeks.’

Wembley Park Medical Centre:

1. ‘I’d be most grateful if you could see the patient again who has absolute faith in your splendid care.’

Brent Pathways:

1. ‘I would also like to thank you for your prompt response to my problem – it makes life so much easier when someone actually helps with a problem.’

2.          Complaints about Brent Teaching Primary Care Trust Family Care    Practitioners (PCP) in Quarter 2
Primary Care Practitioners include GPs, dentists, pharmacists and opticians.  The NHS complaints procedure cannot be used for private services or treatment provided by such contractors.

2.1         Complaints received about FHS Services 

The Table below shows the number of written complaints received in the department by letter for medical, dental, pharmaceutical and optical complaints.  A total of 21 complaints were received about GP practices between 1st July and 30th September 2008.
When complaints are received in the complaints department at Brent tPCT, permission needs to be obtained from the complainant to forward their letter to the practice so that it can be investigated via the practice based complaints procedure. When a complainant telephones the department, advice is given as to the action they need to take in order to make a complaint about a practitioner.  Most of these complaints are referred back to the practices for resolution.
Table G:

	GPs
	17

	Dentists
	4

	Pharmacists
	0

	Opticians
	0

	Total
	21


2.2  
Categories of PCP Complaints Quarter 2 2008-2009
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2.3
Requests for Independent Review Panels
1. The Healthcare Commission has informed the Patient Services Department that a request has been made for an independent review of a GP practice in Wembley.
2. The Healthcare Commission has decided not to uphold a complaint regarding a GP surgery, because it considers that the practice has taken appropriate action to resolve the complaint.
3. A request for an independent review of a complaint concerning a dental practice has been denied because more treatment is due to be carried out by Guys & St Thomas’ Hospital, and the patient has indicated he will be taking legal action 0 which means the NHS complaints procedure ceases when this occurs.
4. A complaint has been upheld and recommendations for further action have been made concerning the de-registering of 12 members of the complainant’s family.
5. A dental complaint was not upheld, however suggestions have been made for the practice to help improve future services and reduce future complaints.
2.4
Referrals to the Health Service Ombudsman

There have been no referrals to the Health Service Ombudsman this quarter.

2.5
ICAS

There has been 1 referral received from ICAS this quarter.

Claims:  

There are 6 active claims in total. 5 of these are listed under the NHS Litigation Authority’s  ‘Liabilities to Third Parties Scheme’ (LTPS) which is part of the ‘Risk Pooling Schemes for Trusts’.   Under the ‘Clinical Negligence Scheme for Trusts’ (CNST)  there is 1 active Clinical Negligence claim.  However, there are 2 “dormant” cases which are being monitored (see table below)

The Employer Liability cases marked * (see table below) have been transferred to the Central and North West London Mental Health Trust’s  (CNWL) claims manager, as they involve Kingsbury Hospital.   Brent tPCT retains liability for these claims.

	Category/type
NHSLA Ref:
	Incident Date
	Description/
allegation
	Status
	Special remarks

	Clinical Negligence
RK

Ref: AN/97/CP277/001
	1996

Parkside NHS Trust
	Failure to measure increased head circumference of a child.
	A joint statement has been signed by all experts, from both Defendant and Claimant sides.  Settlement is expected in the near future. 


	The NHSLA does not accept/provide cover under the CNST scheme.  It argues that the case was not presented at the time of the 2001 CNST call-in.

	Clinical Negligence
FW

Ref: 44916/1819 &44916/1507
	1998

Parkside NHS Trust and Central Middlesex Hospital
	This case concerns the identification of congenital dislocation of the hip.
	The file is “closed” but the NHSLA is monitoring.


	Legal proceedings are possible up until 2014.



	Clinical Negligence
DH

Ref: M8CP277/001


	23-25 December 2007
	Inpatient with permanent disability, due to brain injury, able to leave ward and hospital grounds and remain missing until found by member of public in a derelict building, in a poor physical state and with injuries to right leg and toe.
	20 August 2008 NHSLA informed of receipt of Letter of Claim

Barlow, Lyde & Gilbert are preparing the Preliminary Analysis for reply to Letter of Claim
	


	Risk Pooling Scheme/


	There are 5 active claims in total.  1 is an occupier/public liability claim, involving a fall.   
There are 4 active employer liability/staff injury claims.  Two of these, marked *, were transferred to CNWL claims manager but Brent tPCT retains liability.

	Category/type
NHSLA Ref:
	Incident Date
	Description/
allegation
	Status
	Special remarks

	Occupier/Public Liability
KB

Ref: NC/M8LP277/001


	January 2008
	Personal injury when the Claimant slipped on accumulation of wet tissue outside Wembley Centre for Health and Care
	Case registered with the NHSLA.  
	Copy of CCTV footage enclosed with documents to the NHSLA


	Employer Liability
VL

Ref: M6LP277/002
	April to November 2004
	Stress-related claim with continued absence from work.
	The NHSLA instructed Barlow, Lyde & Gilbert to act on behalf of the Trust.

BL&G solicitor is preparing witness statements. Solicitor met with staff witnesses. No Court instructions to date.  

7/04/08 RPST Year End Report from NHSLA – “case litigated”
	


	* Employer  

   Liability
MR

Ref: M6LP277/001
	October 2005 and November 2005
	A member of staff was assaulted by a client and sustained facial and whiplash injuries.
	Barlow, Lyde & Gilbert are acting on behalf of the Trust.  Order for Disclosure Court Hearing took place in February 2007.  Service user’s records and other documents disclosed to the Claimant’s solicitors.

7/04/08 RPST Year End Report from NHSLA – repudiated – challenged

21/08/08 tel call to CNWL.  Case ongoing.
	

	* Employer 

   Liability

JDS

Ref:
MC/M7LP277/001


	May 2006
	A member of staff was kicked by a service user and sustained a fracture of her hand.
	21/08/08 tel call to CNWL: Case repudiated in January 2008

Case ongoing 
	

	Employer 

Liability
SS

Ref: DB/M7LP277/002

	June 2007
	Back injury to a member of staff, from a number of lever arch folders, box of papers, pamphlets etc which fell from the shelf above her work station.
	7/04/08 RPST Year End Report from NHSLA – liability admitted

Interim payment £5,000.00 made in July 2008

Settlement of claim to be confirmed on NHSLA report
	


Christine Bevan-Davies, as Claims Manager 

3.




PALS Update

Quarter 2
1st July – 30th September 2008
This quarter the department has received 151 contacts from telephone callers, those who walk into the department, e-mails and letters.  (See table below)
	Issue:
	July
	August
	September
	Total

	Appointments


	4
	1
	4
	9

	Communication

e.g. not receiving information
	0
	5
	0
	5

	Direct Care


	7
	3
	5
	15

	Staff Attitude


	2
	2
	0
	4

	Health Records


	0
	2
	0
	2

	Complaints Handling


	3
	3
	3
	9

	Transport


	1
	0
	1
	2

	Aids & Appliances


	3
	4
	2
	9

	Discharge & Transfer Arrangements


	0
	1
	0
	1

	Patients Property


	0
	0
	0
	0

	Privacy


	0
	0
	0
	0

	Failure to follow agreed procedure
	2
	1
	0
	3

	Discrimination


	0
	0
	0
	0

	Consent to Treatment


	0
	0
	0
	0

	Other: 


	0
	 1
	2
	3

	a)Violence/Assault
	0
	0
	0
	0

	b)Administration


	2
	1
	2
	5

	c)Interpreting Service


	0
	0
	0
	0

	d)Information


	18
	30
	30
	78

	e) GP Registration


	13
	14
	5
	32

	Total
	55
	68
	54
	177


The majority of contacts concern information, and registration.  ‘Information’ may for example be a request for contact details for a service or other health organisation or another example is where a patient who is deaf and dumb wanted to know of an organisation that could help with general enquiries. ‘GP Registration’ refers to queries regarding the registration at GP practices including difficulties encountered.

PALS were able to resolve most issues.  For example, a GP surgery refused to provide an appointment within 48 hours for a child.  PALS advised her that she was entitled to receive an appointment and should inform the practice that this was the case. The caller rang back to say she was able to get an appointment for her child within 48 hours, and was grateful for PALS assistance in the matter.
Another example is where PALS has helped to resolve a concern of a mother who has a 5 month old baby, who has been tube feed since birth. There is a treatment programme provided in a hospital in Austria for tube weaning, and the caller wanted to find out where she could get the appropriate E112 Form from.  PALS looked into the matter and found that you could get the form from the post office and also a number for the DOH to enquire about the form.  This information was relayed to the caller. 

3.1 
Training
[image: image3.wmf]
The Patient Services Department has been providing training to staff using the Complaints Made Easy board game. During quarter 2 this took place as follows:

	Staff Service Area 
	Date

	DN’s, PA, Ward staff
	16/7/08

	59 Anson Road Surgery
	28/8/08

	Directorate Meeting
	8/9/08

	Core Refresher training
	8/9/08

	Staff Induction
	16/9/08


3.2   
Patient Satisfaction Survey
This is sent out to all complainants at the end of each complaint together with the ethnic monitoring form.  This quarter, two completed forms were received by Patient Services.  One of the respondents stated that his complaint had been resolved to his satisfaction.
3.3
PALS: Information leaflets and poster distribution / circulation list.

Sept 2008: The following services and areas were given publicity materials.

Willesden: Library.

Willesden Medical Centre

Willesden Green Health Centre

Dudden Hill Community Centre: Indian Workers Association.

Harlesden- One Stop Shop

Wembley One Stop Shop – Mahatma Gandhi House

Brent Town Hall/ Library

Ealing Rd Library

Education – Office of Admissions

Children Services – Open Day: Wembley Centre for Health & Care.

Oct 2008:

Education: (Awareness day for parents at Wembley Centre for Health & Care).

Refugee Forum – Advait Centre, Forty Lane. 

Health Promotion – Oral Health (Leaflets given to Sharon McLaggan). 

Appendix 1
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Appendix 2
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