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COMPLAINTS, COMPLIMENTS, CLAIMS & PALS SUMMARY REVIEW  

Introduction

This report concerns the work of the Patient Services Department within 

NHS Brent.  The Patient Services Department:

· Advises staff and the public about the NHS complaints procedure

· Supports staff to prepare responses to complaints and enquiries, on behalf of the PCT, to the public and MPs

· Advises and supports independent contractors regarding complaints handling

· Provides a PALS service (since January 2006) to assist and give information regarding NHS services to patients, carers, relatives and staff.  To use feedback received from service users to improve NHS services within NHS Brent. 

· Monitors complaints and analyses trends

· Liaises with clinical advisors, clinical governance, directors and other managers

· Acts as “honest broker” to help resolve complaints

· Administers the Independent Review Panel process

· Works and liaises with conciliators, Independent Complaints Advocacy Service (ICAS), the Health Service Commissioner’s department, and others to help resolve complaints

Background
The two main categories of complaint processed by the complaints department are those:

1)  about services provided directly by NHS Brent 

2)  that involve independent practitioners, such as GPs and dentists, who have a contract with NHS Brent to provide their services.

The guidance from the NHS Executive gives a definition of a complaint as “an expression of dissatisfaction that requires a response.”  This dissatisfaction can be about anything, from the treatment provided, a person’s manner, the state of the premises or the procedure used by the organisation.

Formal complaints about services managed by NHS Brent 
The number of formal complaints made to NHS Brent fell in 2008-09 to 88 compared with 93 the previous year.( reference table 1 & table 3) The main service areas of complaint were Podiatry, Physiotherapy, Phlebotomy and District Nursing. Podiatry & Physiotherapy had a large number of complaints that were due to changes in criteria for the services. As a learning outcome in addressing this issue, the services highlighted that better communication was needed and letters were sent out to patients of the services to keep them informed of changes as and when they occurred.  District Nursing and Phlebotomy had the majority of complaints around direct clinical care and staffing.  These were addressed by resolving issues and putting action plans into place to improve the service to patients.  Staff training was also put place where appropriate to improve the overall service and patient experience.
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.  Otherwise, Trusts should provide a full response within 25 working days.  The average response rate was 55% for the 25 day target, compared with 51% from the previous year.  This figure does not take into the complaints that have had an additional holding letter sent because the investigation by the PCT took longer as a detailed response and investigation was sought by the complainant and service.  Appendix 1 shows an analysis over the past 3 years of complaints received per quarter about NHS Brent.
Requests for Independent Review Panels
Information obtained from the Healthcare Commission indicates that overall there were 6 new requests made for Independent Reviews across the period 2008 - 2009. 2 were for continuing care, 2 were regarding GP services, 1 regarding dental and 1 regarding podiatry services. 

Referrals to the Health Service Ombudsman
There have been no new referrals made to the Health Service Ombudsman for this period.  

Complaints about NHS Brent 1st April 2008 – 31st March 2009
Provider Complaints - breakdown by service

TABLE 1
	Service
	Qtr 1 
	Qtr 2 
	Qtr 3
	Qtr 4 

	Phlebotomy
	3
	4
	2
	2

	Podiatry
	3
	5
	
	2

	Physiotherapy
	3
	4
	3
	

	Wheelchair
	2
	1
	         2
	1

	District Nursing
	3
	2
	4
	1

	Older people services
	
	
	1
	

	Community Dermatology
	
	1
	1
	

	Children Services
	
	
	
	

	Brent Rehab
	
	1
	1
	

	Diabetic Clinic
	
	
	1
	1

	Health Visiting
	2
	1
	
	

	Retinal screening
	1
	
	
	1

	Walk in Centre
	1
	
	
	

	PMS practice
	2
	
	1
	3

	Adult Services/Therapies/inpatient
	
	1
	         1
	

	Specialist Dental services
	
	1
	
	2

	Willesden Community Hospital
	
	
	
	5

	Total:
	20
	21
	17
	18


Provider complaints –Breakdown by Category in table and graph format:

TABLE 2

	Issue
	Qtr 1 
	Qtr 2 
	Qtr 3
	Qtr 4 

	Discharge and Transfer
	           2
	0
	0
	0

	Aids/appliances/Equipment/Premises
	3
	1
	3
	2

	Appointments/Delay/Cancellations
	2
	10
	1
	2

	Communication
	1
	0
	0
	0

	Health Records
	0
	0
	0
	0

	Complaints Handling
	0
	0
	0
	0

	Direct/Clinical care
	5
	7
	9
	 10

	Consent to Treatment
	1
	0
	0
	0

	Patients Privacy & Dignity inc confidentiality and patient status
	0
	0
	0
	0

	Failure to Follow agreed procedure
	1
	1
	0
	  1

	Patients property
	0
	0
	0
	0

	Discrimination
	0
	0
	0
	0

	Staff attitude
	5
	2
	3
	        3                

	Transport
	           0
	0
	0
	0

	Hotel Services
	0
	0
	0
	0

	Other: Violence/assault/admin/interpreting services
	0
	0
	0
	0

	Total
	20
	21
	17
	18


Commissioning Complaints 

Table 3 Complaints for Commissioning 08/09

	Service
	Qtr 1 
	Qtr 2 
	Qtr 3
	Qtr 4 
	Complaints 08/09

	Commissioning

( Continuing Care and Mental Health)
	1
	7
	4
	0
	12


Complaints received about PCP Services 

PCP Practitioners include GPs, dentists, pharmacists and opticians.  The table below shows the number of written complaints and informal calls received for medical, dental, pharmaceutical and optical complaints.  A total of 76 complaints were received between 1st April 2008 and 31 March 2009 compared to 74 the previous year.   Of these, 63 were about GPs or GP practices, and 13 were about dentists and their practices.  No complaints were received about opticians or pharmacies.  Appendix.2. shows an analysis over the past 3 years of the complaints per quarter for PCP’s.
When complaints are received in the Patient Services Department at NHS Brent, permission is obtained from the complainant to forward his/her 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 local resolution unless the patient stipulates they want the PCT to investigate, at which point the PCT would review the request and uphold if warranted by the PCT.  The Conciliation Service is also widely used to try and resolve complaints locally. The PCT appoints a conciliator who is an independent layperson to liaise between the complainant and family health service practitioner during a meeting to address concerns.

When required the Patient Services Department requests further advice from the Dental Advisor who is also willing to attend conciliation meetings. On occasion a request is made to a Dental Reference Officer (DRO) to independently undertake a dental inspection for further clarification
PRIMARY CARE PRACTITIONER COMPLAINTS 

Primary Care Practitioner Complaints – Summary for breakdown of issue by quarter update (2008-2009) in table and graph format.

Table 4
	Issue
	Qtr 1 
	Qtr 2 
	Qtr 3
	Qtr 4 

	Discharge and Transfer
	
	
	
	

	Aids/appliances/Equipment/Premises
	
	
	
	

	Appointments/Delay/Cancellations
	1
	2
	4
	

	Communication
	
	1
	2
	1

	Health Records
	
	
	1
	

	Complaints Handling
	
	
	
	

	Direct/Clinical care
	11
	12
	4
	6

	Consent to Treatment
	
	
	
	

	Patients Privacy & Dignity inc confidentiality and patient status
	
	
	1
	

	Failure to Follow agreed procedure
	2
	
	
	1

	Patients property
	
	
	
	

	Discrimination
	1
	
	
	

	Staff attitude
	9
	3
	7
	3

	Transport
	
	
	
	

	Hotel Services
	
	
	
	

	Other: Violence/assault/admin/interpreting services
	2
	2
	
	

	Total number of complaints received
	26
	20
	19
	11

	Percentage increase over previous Qtr
	44.4%
	-23.1%
	-5%
	-57%


Type of practitioner that complaint related to:

Table 5
	Type of Practitioner:
	Qtr 1 
	Qtr 2 
	Qtr 3
	Qtr 4 

	GP
	23
	16
	16
	8

	Dentists
	3
	4
	3
	3

	Pharmacists
	0
	0
	0
	0

	Opticians
	0
	0
	0
	0

	Total
	26
	20
	19
	11


Written Compliments and Positive Feedback 

As a balance to complaints, written compliments and positive feedback are also recorded by the Patient Services Department for services managed by the NHS Brent.  33 compliments were received between 2008 and 2009 regarding various services compared to 13 from the previous year.  The table below shows the total number of compliments received per quarter with the services that received them for this year.

Table 6
	Service
	QTR 1
	QTR 2
	QTR 3
	QTR 4

	Retinal screening
	3
	5
	0
	1

	Community Nursing 
	1
	0
	0
	0

	District Nursing 
	0
	5
	1
	 5

	Cardiology
	0
	1
	0
	0

	Walk in Centre 
	0
	3
	0
	1

	Patient Services 
	0
	1
	0
	1

	Kilburn Sq Clinic all services
	0
	0
	3
	0

	Brent Pathways 
	0
	1
	0
	1

	Diabetics Service
	0
	0
	1
	0

	Physiotherapy 
	0
	0
	1
	0

	Total 
	4
	16
	6
	7


Claims:

	Risk Pooling Scheme/


	There are 8 NHSLA claims in total.  Of the 8 claims, 6 are active and includes a new claim (SS), involving a piece of metal falling on claimant's foot whilst she was sweeping the floor. This has recently been referred to the NHSLA for inclusion in the Scheme.

The two inactive claims are:

MK   M2LP277/001:This has been settled in full 
VL M6LP277/002: This has been discontinued by the claimant.


	Category/type

NHSLA Ref:
	Incident Date
	Description/

allegation
	Status
	Special remarks/Lessons to be learnt

	DH              M8CP277/001
	23-25 Dec 2007
	Inpatient with permanent disability due to brain injury. Able to leave ward and hospital grounds and remain missing until found by a member of the public in a derelict building. He was in a poor physical state with injuries to his right leg and toe.
	Liability admitted.

NHSLA will be making an offer to the patient and will update the Trust in due course
	Appropriate security measures and risk assessments put in place.
Review of SUI recommendations to ensure lessons are learnt

	KB           NC/M8LP277/001
	01/01/2008
	Personal injury when the claimant slipped on accumulation of wet tissue outside WCHC.
	NHS Brent admitted liability on 9 January 2009 and is now awaiting medical evidence and will then make an offer.
	The main lesson learnt was the importance of ensuring a robust health & safety arrangement across all Trust sites

	MR                M6LP277/001
	Oct 2005 and Nov 2005
	Staff assaulted by a client and sustained facial and whiplash injuries.
	The defence solicitors, B L G are dealing with this one and at the present time an offer of £20,000 plus costs has been offered to settle this case. 
	Lessons to be learnt includes emphasising the Trust zero tolerance policy and risk assessment of high risk areas for physical assault

	SS               DB/M7LP277/002
	01/06/2007
	Back injury to a member of staff from a number of lever arch folders, box of papers and pamplets etc which fell from the shelf above her workstation.
	The NHSLA are getting ready to settle the claim, and are waiting for a report from a Dr re pain therapy.  The NHSLA will be sending out a cheque requisition shortly for the payment for the course of pain therapy.
	Lessons to be learnt includes a health & safety risk assessment of work areas to prevent further occurrences

	MK   M2LP277/001
	14th June 2002
	Fell over at Helena Road Clinic.
	NHSLA settled this claim in full in February 2009 - Damages at £20,000, Claimant’s Costs: £27,000 and Defence Costs: £33,029.94.
	Review Health & Safety arrangement and risk assessments, Training for staff

	VL  M6LP277/002
	01/10/2004
	Staff member claiming for stress at work leading to ill health and a minor stroke.
	Claimant discontinued her action against the trust. Trust solicitors are now claiming back the defence costs.
	Claim discontinued

	DK  M5LP277/002
	6th July 2004
	Claim for damages and personal injury whilst attending a self defence training course for work which he claims led to him being made redundant.
	Liability admitted in 2006, claim settled for £30,000 and costs of £16,056.66.  Case ongoing as a recovery has been filed.
	Training for staff on health & safety 

	SSl
	3rd Jan 2009
	Piece of metal fell from underside of table and landed on claimant's foot whilst she was sweeping the floor.
	The NHSLA is handling this new claim and await additional info regarding staff wages.
	Repaired the table and carried out estate checks 


Bridget Pratt - Head of Corporate Affairs 

PALS (PATIENT ADVISOR LIASON SERVICE)
PALS merged with the Complaints Department at the beginning of January 2006 to become the Patient Services Department.  This year the department has received 692 patient contacts from either telephone callers, walk-ins to the department, e-mails and letters.  The majority of contacts that were taken were from patients requesting information on GP registrations, direct clinical care other information of a various nature e.g. complaints procedure.
As a public body we try and adhere to the key principles of good administrations, and from these flow six ‘Principles of Remedy’ when things have gone wrong.  These inform the way in which we try to deal with complaints, not as a checklist but as judgements that produce fair and proportionate remedies for complaints whose complaints are upheld.  There are many forms of remedy, such as an apology, an explanation or remedial action.  Good practice with regard to remedies means:
1.
Get it right

2.
Being Customer focused
3.
Being open and accountable

4.
Acting fairly and proportionately

5.
Putting things right

6.
Seeking continuous improvement

The Future
From the 1st April 2009 – changes to the complaints policy mean that the old 3 tier system of complaints i.e. local resolution, Health Care Commission (HCC) and Parliamentary Health Service Ombudsman (PHSO) was abolished.  The new superseding 2 tier system meant that the HCC will no longer exist; instead patients can now request an investigation from the PHSO. In addition to this, a plan to resolve the complaint along with agreed timescales with the complainant is something that the new regulations have brought to the complaints process. NHS Brent has been working on early adoption of these key principles and has made necessary changes to the current policy to take into account statutory changes.  In line with World Class Commissioning the complaints team have also adopted ‘lessons learnt’ from all complaints, which will be used to make changes in the services that are complained about and put the patient views and experience at  the front of service to make improvements.
Appendix 1
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Appendix 2
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