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COMPLAINTS, COMPLIMENTS AND CLAIMS SUMMARY REVIEW
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Summary 
These reports provide an overview of complaints and claims activity during the first six months of 2004/2005.  The data relate to complaints managed by the Teaching PCT and also complaints about independent practitioners (FHS) within Brent.

The report also provides information on any written compliments or positive feedback received by the complaints department.

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

	Recommendation: Members are asked to note this report




	Director:

     Patricia Atkinson 

     Tel:  020 8795 6767


	
	Contact Name:

     Christine Bevan-Davies

     Tel:  020 8795 6772


This paper aims to promote the following values of the PCT:

Put the patient at the centre   
(
Be a good employer


(
Be a trusted partner


(
Be innovative


(
Be accessible


(
Be outcome focussed

(
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QUARTER 1

1 April 2004 – 30 June 2004

COMPLAINTS, COMPLIMENTS AND CLAIMS SUMMARY REVIEW  

Summary

This report provides an overview of complaints activity during the first quarter of 2004/2005.  The data relates to complaints managed by the tPCT and also complaints about Family Health Services (FHS) practitioners within Brent.

The report also provides information on any written compliments or positive feedback received by the complaints department.

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

1.     Complaints about services managed by Brent Teaching Primary Care Trust in Quarter 1 2004 - 2005

Table A: 

	Service Area
	Number of Complaints

	Podiatry
	4

	Mental Health
	1

	Older people
	1

	Wheelchair
	1

	PMS for Refugees and Asylum Seekers/Ethnic Health Walk In Centre
	1

	Community Child Health
	1 

	Total
	9


1.1     Complaints about Services received in Quarter 1 2004-2005 

Table B:

	Service
	Complaint  Issue
	Action Taken

	Podiatry

Willesden Locality
	Equipment delays 
	· Apology and explanation  

     given

· tPCT payment process 

     delayed delivery of orthotic

· Orthotic constructed and 

      received

	Podiatry

Wembley Locality
	Unacceptable professional care 

Staff attitude
	· Apology and explanation 

     given

· Attitude issues followed up, 

     by line manager, with 

     member of staff.  Member 

     of staff reminded to file 

     nails, as well as cutting 

     nails, when appropriate.

· With the current review of the Podiatry Service, the General Manager has asked the Professional Facilitator to look at this element of the service and its standards

· Return period for review agreed for 8 weeks and not the original 10 week appointment



	Podiatry

Wembley Locality
	Unacceptable professional care  

 
	· Apology given

· Issues of quality of care 

      followed up with 

      member of staff, by 

      Primare Care Development 

     Manager, in the absence of 

     the Head of  Podiatry

· Unusual symptoms are being monitored by GP who will refer to specialist team, if appropriate

	Podiatry

Willesden Locality


	Appointment delays
	· Apology given

· Despite frequent 

     reminders, the complaints

     department has not 

     received notification that 

     this complaint is resolved

	Mental Health

Wembley Locality


	Failure in communication
	· Apology given

· Client assisted to access a 

      different clinician, following 

      a break down in 

      professional relationship

· Offer to aid access to the 

     service, through an

     interpreter 

· Explanation given of review

      of guidelines, in relation to 

      the Mental Health Act 

· Reminder of contact 

     details for the Mental

     Health Advocacy Service 

· Further information (leaflets

      and contact details) 

      supplied from joint Brent 

     Mental Health Services and

      Brent User Group

· Contact details of Joint 

      Commissioning Manager –

      Mental Health - supplied

	Older People 

Willesden Locality
	Unacceptable professional care
	· Apology and explanation 

     given

· Apology given for lack of  

     communication with 

     relatives 

· Line manager has 

     organised training updates

     for nursing staff, with the 

     Continence Advisor who will

     pay particular attention to

     specific issues raised

· Further training for staff on 

     the importance of a) daily 

     monitoring and b) the 

     interpretation, for action, of 

     Waterlow Risk Assessment 

     scores

       

	Wheelchair 

Willesden Locality
	Equipment issues
	· Apology and explanation   

     given

· Further review arranged 

     with Senior Occupational 

     Therapist

· Compromise reached  

      between wheelchair user 

      and professional therapy 

      staff, in Risk Assessment.     

      A balance between the risk

     of development of pressure 

     sores and the size of 

     wheelchair for ease of 

     movement in limited space

· New wheelchair ordered

	Ethnic Health 

Walk- in Centre

Wembley Locality
	Confidentiality
	· Apology given

· Formal warning issued to  

      member of staff by Security

      firm 

· Security guard will not work 

     at WCH& C anymore. 

· Security guard instructed to

     delete complainant’s 

     number from personal 

     phone



	Child Health

Harlesden Locality
	Unacceptable professional care

(this complaint was received in last quarter but included in this report)


	· Apology given


1.2      Response Rates

The NHS complaints 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 20 working days.  These national targets are monitored by the Department of Health.  Table C sets out the percentage of complaints about tPCT managed services received in Quarter 1 that were acknowledged and replied to within target.  A comparative chart detailing the response rates of previous quarters can be found at Appendix 1.

1.3
Acknowledgement and Response Targets for complaints            received about PCT services in Quarter 1 2004-2005

Table C:

	Target
	% Achieved within Target

2004/2005

Q1

	Letter of complaint acknowledged within 2 working days or full response sent within 5 working days
	78% (7)

	Full response sent within 20 working days
	33% (3)


1.4        Requests for Independent Review Panels

No request for Independent Review Panel has been received this quarter.

One case, from a previous quarter, is still waiting for a panel hearing.

1.5       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 is made.  Table D gives the patient profiling data collected so far for complaints received in this quarter about services managed by Brent tPCT and FHS.

Patient Profiling Quarter 1 2004-2005

Table D:

	
	Patient Profile
	Staff Profile

	White British
	
	2

	White Irish
	
	

	White Other
	
	

	White and Black Caribbean
	1
	

	White and Black African
	
	

	White and Asian
	
	

	Mixed Other
	
	

	Asian Indian
	
	

	Asian Pakistani
	
	

	Asian Bangladeshi
	
	

	Asian Other
	
	

	Black Caribbean
	
	

	Black African
	1
	

	Black Other
	
	

	Chinese
	
	

	Other
	
	1

	Not Known/Applicable*
	1
	1


· Some complaints relate to the service rather than individual members of staff.

1.6      Informal Complaints - Quarter 1 2004-2005

Any informal complaints, where the complainant does not wish to use the formal complaints procedure, notified to or received by the complaints department are logged.  These informal complaints are taken seriously and any appropriate action is taken to try and improve the service.  

Two informal complaints were received this quarter.  The first, involved the Wheelchair Service.  The service rescheduled an appointment to the client’s satisfaction.  To improve communication a central point of information, for administration staff, will be established. 

The second complaint involved the Speech and Language Service.  The service gave advice about Brent’s current and future strategy and explained the range of individual and group interventions, including training for parents and carers.

1.7       Compliments and Positive Feedback

As a balance to complaints, written compliments and positive feedback are also recorded for services managed by the PCT.  The following written compliments were received in Quarter 1 2004-2005

Written Compliments and Positive Feedback – Quarter 1 2004-2005

Seven  written compliments were received about the Ethnic Health Walk-In Centre.  The clients were pleased with the staff who were described as kind, helpful and able to listen to problems.  

Two other written comments praised improvements at another PMS GP practice.  These highlighted the re-organisation and introduction of the new scheme for appointments, and emphasised same-day appointments. The feedback also praised the courtesy of the new staff.  The GPs were complimented for their attitude and listening skills.

Two written compliments applauded care given by the district nursing service.  Both highlight the support and care given to terminally ill patients and their families.

A Podiatrist was complimented as someone who not only did an excellent job, but also was better than anyone else this client had seen previously.

2.          Complaints about Brent Primary Care Trust Family Health          

             Services Health  (FHS) Contractors.

FHS contractors 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 in Quarter 1 2004-2005

A total of 19 complaints were received between 1 April and 30 June 2004.  Of these, 15 were about GPs or GP practices and 4 about dentists and their practices.  No complaints were received about pharmacists or opticians.
Table E:

	GPs
	15

	Dentists
	4

	Pharmacists


	0

	Opticians


	0

	Total
	19


Details of categories of FHS complaints are given in Table F. 

2.2       Categories of FHS Complaints Quarter 1 2004- 2005

Table F:

	CATEGORY
	GPs
	Dentists
	Total

	Appointments/Waiting Times
	3
	0
	3

	Attitude and communication
	5
	1
	6

	Charges
	0
	1
	1

	Practice Administration
	1
	0
	1

	Premises
	0
	0
	0

	Referrals
	1
	0
	1

	Removals
	0
	0
	0

	Treatment/clinical
	5
	2
	7

	Total *
	15
	4
	19


*Some complaints may include more than one category

2.3   Patient Profiling 
A pilot scheme to collect patient profiling, provided quite a fair response and we are now sending these out on all complaints.

2.4   Requests for Independent Review Panels

There were no new requests for Independent Review Panels this quarter. One case, from a previous quarter is still waiting for a panel hearing.

3.0   Referrals to the Health Service Ombudsman

There are no cases currently under consideration with the Ombudsman’s office.  

4.    Claims Management 

There are 5 active Clinical Negligence claims, all of which are registered with the NHS Litigation Authority, under the CNST scheme, and were inherited by Brent PCT as the successor organisation.  1 further claim is being monitored by the NHSLA, as the Claimant’s solicitors have many years in which to potentially start legal proceedings – up to 2014.

There are 7 claims registered under the Risk Pooling Scheme.  2 are occupier/public liability claims.  Both involve falls.  One concerns the failure of a wheelchair castor assembly, and, the other, a trip at the entrance of a clinic site.  For 5 staff injury claims, 4 involve falls and trips and 1 alleges a back injury sustained whilst at work.

Appendix 1

1.   Number of complaints about Brent tPCT between 1 April 2002 –  30 June 2004
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2.  Complaints about Brent tPCT responded to within 20 day national target between 1 April 2002 – 30 June 2004

[image: image3.wmf]Complaints responded to within 20 day national target 

33%

53%

23%

25%

25%

60%

33%

52%

33%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Q1

(02/03)

Q2

(02/03)

Q3

(02/03)

Q4

(02/03)

Q1

(03/04)

Q2

(03/04)

Q3

(03/04)

Q4

(03/04)

Q1

(04/05)

Quarter

Percentage


Appendix 2

       Number of complaints about Brent FHS contractors received 

       between 1 April 2002 – 30 June 2004
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QUARTER 2

1 July 2004 – 30 September 2004

COMPLAINTS, COMPLIMENTS AND CLAIMS SUMMARY REVIEW  

Summary

This report provides an overview of complaints activity during the second quarter of 2004/2005.  The data relates to complaints managed by the Teaching PCT (tPCT) and also complaints about Family Health Services (FHS) practitioners within Brent.

The report also provides information on any written compliments or positive feedback received by the complaints 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 2004-2005

Table A: 

	Service Area
	Number of Complaints

	Podiatry
	2

	Older People  
	2

	Physiotherapy Service
	2

	Independent Living Team 
	1

	Parking
	1

	Total
	8


1.1     Formal Complaints about Services received in Quarter 2  2004-2005

Table B:

	Service
	Complaint
	Action

	Podiatry

Wembley Locality
	Appointments ,cancellation 
	· Apology given

· Let down by locum agency

· Recruiting new staff to 

     several Trust posts

· New appointment with   

     transport arranged



	Podiatry

Wembley

Locality 
	Staff Attitude
	· Apology given for poor 

    attitude of locum podiatrists

· Manager has spoken to 

     staff members concerned 

    about behaviour and attitude  

· Offer of appointment with 

     another member of staff at 

     an alternative clinic

      

	Physiotherapy Service

Willesden Community Hospital
	Appointments,delays
	· Apology and explanation 

     given to the patient

Patient to forward to MP

who wrote on patient’s     behalf that current waiting 

     time for an appointment, 

     from referral, is 8 weeks. 

     Over the last year, waiting 

     times have been reduced 

     from 6 months to 8 weeks.  

     Further reduction of waiting 

     times is a priority over the 

     next year

· local GPs will be informed 

     so that they can, in turn, 

     inform their patients of the

     current situation  



	Physiotherapy Service

Willesden Locality
	Appointment,delays


	· Apology given

· Postal service delayed    

     receipt of  appointment 

     letter 

· Explanation of use of 

     answer phones to take 

     messages.   These are   

     responded to within 24 hours, during the working week. The service is unable to provide staff cover at reception, during certain hours. 



	Older People Services

Willesden Locality
	Aspects of Quality of Care
	· Apology given

· Explanation that staff 

     absenteeism has huge 

     impact on level of patient to

     staff ratio.  As a result, 

     nurses prioritise workload

     but maintain supervision of 

     all patients on the ward

· Meeting with ward Sister, 

     as requested

· Communication issues 

     addressed with all members

      of staff, by the manager, 

      with support from Human 

      Resources Advisor.  

      Manager will monitor 

     communication during daily 

     ward visits

· One to one supervision of 

      patient organised as 

      appropriate

· Dietary request addressed 

      with catering staff and 

     appropriate meals provided

· The manager, ward sister 

      and staff will do all they 

     can to facilitate a safe 

     discharge home

	Older People Services

Willesden Locality


	Unacceptable professional care

Staff attitude

Patients property
	· Apology given

· Items of property found and

     returned

· Allegations of poor care 

     investigated but no 

    evidence found

· Further training for staff

     about professional 

     responsibilities towards 

     patients, visitors and staff 

     and also the care of 

     vulnerable older adults

· Regular ward visits by the

     manager

· Explanation given of the

      need for a special diet

· Arrangements made for a 

      meeting with the manager 

     for Older People’s Services

    at the complainant’s request  

     

	Independent Living Team

Willesden Locality
	Aspects of clinical treatment

Communication
	· Explanation that recommendations will be made for exercise programme, following assessment.

· Importance of communication and difficulties in understanding the interpreter were discussed with staff involved in care.  Promise given of utmost sensitivity to this issue.

· Explanation that details of assessment are sent to the GP.  Copy of this letter sent to the patient.

· The complainant was dissatisfied with the response.  A further review was carried out of all documentation and communication in relation to this complaint.  The complainant has been  sent a copy of the  Healthcare Commission’s booklet with contact information, if any further action is sought.  

· Explanation given that compensation cannot be achieved through the complaints procedure  It is suggested that the  complainant  should seek  legal advice 

	Estates 

Kilburn Locality


	Lack of available parking spaces.
	· We will raise the matter of parking controls with Brent Council with whom we discuss local transport matters.  These include how to improve access to local health centres

· Offer made for practice development manager to discuss access options with complainant




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.  Otherwise, Trusts should provide a full response within 20 working days.  These national targets are monitored by the Department of Health.  

Table C sets out the percentage of complaints about tPCT managed services received in Quarter 2 that were acknowledged and replied to within target.  A comparative chart detailing the response rates of previous quarters can be found at Appendix 1.

1.3 
Acknowledgement and Response Targets for complaints received about tPCT services in Quarter 2 2004-2005



Table C:  

	Target
	% Achieved within Target

2004/2005

Q2 

	Letter of complaint acknowledged within 2 working days
	100% (8)

	Full response sent within 20 working days
	50% (4)


1.4        Requests for Independent Review Panels

There were no requests for Independent Review Panel this quarter.

1.5       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 is made.  Table D gives the patient profiling data collected so far for complaints received in this quarter about services managed by Brent tPCT and FHS practitioners.


Patient Profiling Quarter 2

Table D:

	
	Patient Profile
	Staff Profile

	White British
	1
	

	White Irish
	
	

	White Other
	3
	

	White and Black Caribbean
	
	

	White and Black African
	1
	

	White and Asian
	
	

	Mixed Other
	
	

	Asian Indian
	1
	

	Asian Pakistani
	
	

	Asian Bangladeshi
	
	

	Asian Other
	
	

	Black Caribbean
	
	

	Black African
	1
	

	Black Other
	
	

	Chinese
	
	

	Other
	
	

	Not Known/Applicable*
	
	


· Some complaints related to the service rather than individual members of staff.

1.6      Informal Complaints - Quarter 2 2004-2005

The complaints department log any informal complaints, notified to or received, where the complainant does not wish to use the formal complaints procedure.

Five informal complaints were logged this quarter:
One complaint concerned the Podiatry Service and cancellation of appointments, due to staffing shortages.  

Another complaint concerned the Pharmacy at Wembley.  A meeting was held between the complainant, the Pharmacy staff, General Manager, Complaints Manager, and, at the request of the complainant, the Chief Executive.   An extremely positive outcome was achieved.  The meeting highlighted communication difficulties and the needs of those with specific disabilities.  Arrangements have been put in place to assist any future visits to the Health Centre, for pharmacy and for any other health care. 

An informal complaint about the District Nursing Service was satisfactorily resolved with agreements made that the district nurses and carers should work more closely together to improve the care and service delivery.

A complaint was received about  access, by Brent patients, to the leg ulcer clinic at St Charles’ Hospital.   Further appointments were offered at the clinic and an explanation was given of ongoing discussions that concern the future funding of a local specialist leg ulcer service for Brent.

An informal complaint was resolved about the waiting time for the service of a wheelchair.

1.7       Compliments and Positive Feedback

As a balance to complaints, written compliments and positive feedback are also recorded for services managed by the tPCT.  

Six written compliments were received about the Ethnic Walk-In Centre.  They praise the “helpful,” “friendly”, “warm” and “polite” people and the “welcome and atmosphere of the reception”.  The cleanliness and quiet atmosphere were also mentioned. Eight further compliments were received for the PMS  (Grasmere)    The pleasant welcome at reception was mentioned along with “kindness”, “courtesy” and “good medical treatment” received.  One person said that “there is never a long waiting period.” 

Two written compliments were received concerning the physiotherapy back school which praised the session time and content which enabled patients to combat pain and helped them to improve their knowledge of how to look after their backs.

A written compliment was received about the Director of Nursing, and the complaints team.

2.          Complaints about Brent Primary Care Trust Family Health          

             Services Health  (FHS) Contractors.

FHS contractors 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 in Quarter 2 2004-2005

A total of 21 complaints were received between 1 July and 30 September 2004.  Of these, 18 were about GPs or GP practices and 3 about dentists and their practices.  No complaints were received about pharmacists or opticians. 
Table G:

	GPs
	18

	Dentists
	3

	Pharmacists
	0

	Opticians
	0

	Total
	21


Details of categories of FHS complaints are given in Table H. 

2.2  
Categories of FHS Complaints Quarter 2 2004-2005

Table H:

	CATEGORY
	GPs
	Dentists
	Total

	Appointments/Waiting Times
	 2
	0
	 2

	Attitude and communication
	 3
	0
	 3

	Charges
	 0
	0
	 0

	Practice Administration
	 2
	0
	 2

	Premises
	 0
	0
	 0

	Referrals
	 0
	0
	 0

	Removals
	 2
	0
	 2

	Treatment/clinical
	 9
	3
	12

	Total *
	18
	3
	21


*Some complaints may include more than one category

7 complaints reported in previous quarters (5 GP and 3 dental) are currently using the conciliation service to help resolve the complainants’ concerns
Requests for Independent Review Panels

There were no new requests for Independent Review Panels this quarter.   However, a panel was held in July 2004 for a request made in March 2004, and reported in the 2003-2004 Quarter 4 report.

There were no recommendations arising from this complaint.  The Panel believed “that this complaint should not be upheld with regard to any of the Terms of Reference”.

Referrals to the Health Service Ombudsman

The Ombudsman’s office requested that the Convenor reconsider a complaint, on the grounds that an Independent Review Panel should not be refused simply because a complainant is unwilling to take part in conciliation.   After careful consideration, the Convenor again refused the request for Independent Review.   The Convenor wrote to the complainant to explain his conclusion that “there is nothing to justify investigation by a Panel.”  

There are no further cases under consideration by the Ombudsman’s office.  

Claims Management 

There are 5 active Clinical Negligence claims, all of which are registered with the NHS Litigation Authority, under the CNST scheme, and were inherited by Brent tPCT as the successor organisation.  1 further claim is being monitored by the NHSLA, as the Claimant’s solicitors have many years in which to potentially start legal proceedings – up to 2014.

For the Risk Pooling Scheme, there are 9 claims registered under the Liabilities to Third Parties (LTPS)  Scheme.  Two are occupier/public liability claims.  Both involve falls.  One concerns the failure of a wheelchair castor assembly, and, the other, a trip at the entrance of a clinic site.  For the seven staff injury claims, four involve falls and trips.  One alleges a back injury and another, a shoulder injury, both sustained whilst at work.  The seventh claim is a re-opened file which concerns an accident that took place, on a Trust site, in 2001.  This accident was investigated, at the time, by Parkside Health NHS Trust.  

Database

We have had the first meeting with the project manager for the new Risk Management Software.  In the meantime we continue to update and use an Excel log of all complaints and compliment that are notified to us.  There is a separate word-based database for claims.

Appendix 1

1. Number of Formal Complaints About Brent Teaching tPCT between  
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2. Complaints about Brent Teaching PCT responded to within 20 day national target between 1 July 2004– 30 September 2004
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