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NHS Brent section

Compliments and Complaints

	A complaint is an expression of dissatisfaction that requires a response. The dissatisfaction can be about the treatment provided, a person’s manner and the state of the premises or the procedure used by the organisation.  

The complaints processed by NHS Brent’s complaints department focus on three main areas:

· services provided by Brent Community Services (covered in the Brent Community Services section of this report) 
· the work of the Continuing Care and Mental Health Department in NHS Brent’s Strategic Commissioning Directorate 
· the work of primary care practitioners including GPs, dentists, pharmacists and optometrists who are contracted to NHS Brent to provide services. 



Continuing Care and Mental Health Department

The number of formal complaints received increased to 24 in 2009/10 compared with 12 in the previous year.  The most common complaint is regarding funding.  

Complaints about primary care practitioners

The number of complaints about primary care practitioners rose slightly to 89, compared with 81 in the previous year.  Of these, 71 were about GPs or GP practices, 16 were about dentists and their practices, and two related to a pharmacy.  No complaints were received about opticians.

General Information

Response times fall slightly

The NHS complaints procedure requires that all letters of complaint should be acknowledged within three working days of receipt under the 2009 Complaints Regulations. No acknowledgement is necessary if a full response is sent within five working days. Otherwise, trusts should provide a full response within 20 working days. The average response rate (for all complaints, whether relating to NHS Brent or to Brent Community Services) was 56 per cent for the 20 day target, compared with 55 per cent from the previous year. 

The NHS procedure requires all letters of complaint to be acknowledged within three working days and a full response provided within 20 working days under the 2009 Complaints Regulations. No acknowledgement is necessary if a full response is sent within five working days.

According to the Parliamentary Health Ombudsman, five new requests were made for reviews across the board in 2009/10; four were centred on GP services, and one on commissioning issues. A further request related to Brent Community Services and is covered in that section of this annual report.

Written compliments

NHS Brent and Brent Community Services received 48 compliments during 2009/10, compared to 33 in the previous year.

Patient Services Department

The Patient Services Department received 767 contacts from patients by telephone calls, walk-in visits, emails or letters. The majority of contacts requested information on GP registrations, direct clinical care or specific procedures.

Complaints policy update

A local resolution system overseen by a Parliamentary and Health Service Ombudsman (PHSO) has been introduced to handle complaints.

Patients who are unhappy with how their complaint is being handled can request an investigation from the PHSO.

The new two-tier complaints system, replacing that of the Healthcare Commission, was introduced on 1 April 2009.

The new regulations state that a plan needs to be implemented to resolve a complaint within a timetable agreed with the complainant. 

Principles of Remedy in dealing with complaints

The Parliamentary and Health Services Ombudsman (PHSO) has published six Principles of Remedy to assist public bodies with dealing with complaints.  NHS Brent adheres to the Principles when investigating complaints. 

The Principles are:

1.         Getting it right

2.         Being Customer focused

3.         Being open and accountable

4.         Acting fairly and proportionately

5.         Putting things right

6.         Seeking continuous improvement

_____________________________________________________________________

BCS section

Compliments and Complaints

Complaints about Brent Community Services are handled by NHS Brent’s complaints department. The general information about complaints in the NHS Brent section of this annual report also applies here.

The number of formal complaints relating to BCS increased to 67 in 2009/10 compared with 66 in the previous year.

The majority of complaints were in physiotherapy, PMS practice and district nursing. In physiotherapy, the main area of concern was in waiting times and the service has learnt that it needs to reduce waiting times by 15 working days by offering appointments in a timely fashion.

In PMS practice, complaints concerned staff attitude and the process of alerting patients of clinical results.  In response, the surgeries have been asked to reiterate the importance of communication in team meetings.

The complaints about district nursing centred on the amount of times the district nurses visited referred patients.   

According to the Parliamentary Health Ombudsman, one new request was made for a review across the board in 2009/10 in relation to a complaint about Brent Community Services. This concerned podiatry. 

