NHS Brent & Brent Community Services (BCS)

Complaints/Compliments and Patient Advice & Liaison Services (PALS) Report
Q4 2010
Introduction

This report reviews complaints/compliments and PALS for NHS Brent and BCS from 1st January 2009 – 31st March 2010. The report reflects data from a quantitative and qualitative perspective to provide a patient-centred approach to understanding complaints received. The report will also provide a qualitative synopsis of lessons learnt and PALS queries across our services. 

Executive Summary:
BCS received 16 complaints in quarter 4 with 6 not meeting the 20 working day, 2 not yet due and 10 meeting the target. The reasons are as follows:
Reasons for not meeting 20 day target:
Complaint 1: This concerns many on-going patient issues which the Primary Care Team are investigating.
Complaint 2: When investigating this BRS complaint it transpired that this was not an NHS Brent complaint, however further investigation has indicated that a possible administration error meant the patient should have been seen by our service.
Complaint 3: This was a District Nursing complaint which was apparently sent to NHS Brent in September 2009 by NWLH, but was not received and not chased up by NWLH.  NHS Brent also required additional time to investigate the issues the complaint related to.
Complaint 4: An anonymous complaint was passed to BRS to investigate but it was claimed the complaint details had not been received.

Complaint 5: The Speech and Language response was delayed because the investigator is on annual leave, and PS is waiting for details as to who is dealing with the complaint in her absence.
Complaint 6: The reply to the complaint was signed off just 1 day too late, and missed the timeframe.
Reasons for not acknowledging complaints within 3 working days:   
There was only 1 complaint that was not acknowledged on time as follows:
Complaint 1: Patient Services were not informed of this complaint when it came into BCS.
The categories for the complaints can be found in table 3 below. 
Table 5 shows the tributes and compliments for BCS and Commissioning for Q4 with district nursing getting 3 and 1 for the PMS GP practice, Wembley Centre for Health & Care.  A snap shot of these have been included.

PCP complaints: There were 22 PCP complaints for Q4.  The main area of concern was direct clinical care (6) followed by staff attitude (5) (please see table.7).  There were 16 complaints concerning GP surgeries, 5 dental complaints and 1 regarding a pharmacy (table.9.)  The locality with the most complaints was Wembley with 7 and Willesden with 6.  Please see tables 7, 8 & 9. Table 10 provides any lessons learnt.
Commissioning: There were 8 Commissioning complaints received during Q4 as follows:

	
	Issue
	No.

	1.
	Obtaining funding for care
	1

	2.
	Discharge arrangements from hospital
	2 (combined complaints with DN

	3.
	Eligibility for continuing care
	4

	4.
	Strategic Commissioning
	1


Reasons for delays:
The total number of complaints that were acknowledged within 3 working days was 6.  3 complaints were dealt with within 20 working days, and 5 were not.  
Complaint 1: 1 complaint was received in Commissioning on the 9.11.09, but was only passed to Patient Services on the 30.11.09 when it was acknowledged.  This in turn has delayed the investigation.
Complaint 2: This complaint was overdue because Patient Services was awaiting feedback from the Head of Service.
Complaint 3: NHS Brent was waiting on the complaint from Social Services which subsequently caused a delay.
Complaint 4: There was a delay in receiving the medical records which would assist in the investigation of the complaint regarding the delay in arranging funding from Brent PCT for a mobile VAC- pump.

Complaint 5: The Deputy Director (SM) requires more time dealing with this complaint as has to get further feedback.  The complainant agreed to the delay.
Patient Services is waiting to report whether there is learning from 2 of the overdue complaints.  For the other 6 complaints, they were either not upheld, or an apology was deemed more appropriate if the patient felt the service s/he received fell short of his/her expectations.
PALS- Graph 1 shows PALS activity for Q4 with 140 patient contacts being made in total.  The 3 main areas of issues that patients made contact about, were as follows:  

1. Request for information generally or regarding making a complaint (44 contacts made).  
2. Direct Care (26 contacts made)
3. GP registration/Complaints handling (14 contacts made for each issue).
Please see table 12 and appendix 1 & 2 for graphs and for a snapshot of the types of calls that were received during Q4 including action taken in response.

Parliamentary Health Service Ombudsman:
1. The PHSO informed Patient Services that a complaint received about NHS Brent has not been upheld.
Brent Community Services Complaints

TABLE 1
BCS Complaints Summary Quarter 4 Update (2009-2010)

	Total number of complaints received 
	16 

	Total number that were closed within 20 working days
	10

	Total number NOT closed within 20 working days
	4 & 2 not yet due

	Total percentage of complaints that were acknowledged within 3 working days
	93% (15/16)


TABLE 2

BCS complaints –Breakdown by Category for Q4 2009-10 in table and graph format:

	Issue
	Q4

	Appointments/Delay/Cancellations
	1

	Communication
	1

	Direct/Clinical care
	9

	Patients Privacy & Dignity inc confidentiality and patient status
	1

	Staff Attitude
	1

	Failure to follow agreed procedures
	2

	Other: admin
	1

	Total
	16


N.B.  The issues are broken down into these categories as they reflect submissions for the Annual KO41 submissions.
TABLE 3
BCS Complaints - breakdown by service for Q4 2010
	Service
	

	Phlebotomy
	1

	Podiatry
	2

	District Nursing
	6

	Brent Rehab
	2

	PMS practice
	3

	Speech & Language Therapy
	1

	Estates
	1

	Total:
	16


Table 4
BCS Complaints - breakdown by service for Q4 2009-10
	Service
	No: of Complaints:
	Category of Complaint:

	Phlebotomy
	1
	O

	Podiatry
	2
	DCC DCC

	District Nursing
	6
	PP DCC DCC C DCC DCC

	Brent Rehab
	2
	SA F

	PMS practice
	3
	DCC DCC DCC

	Speech & Language Therapy
	1
	DCC

	Estates
	1
	AA

	Total
	16
	


Key:

SA 
= Staff Attitude

APPTS = Appointments/ Delays/ Cancellations

AA
= Aids & Appliances

DCC 
= Direct/ Clinical Care

F 
= Failure to follow- up agreed procedure

PP 
= Patients Privacy & Dignity

DT 
= Discharge & Transfer

C 
= Communication

O
= Other: Administration
D
= Discrimination
BCS/Commissioning Tributes & Compliments summary for Q4 2009-2010 in table format
Table 5 and snap shots below
	Service
	Q4

	District Nursing 
	3

	PMS GP Practice 
	1

	Total 
	4


A summary of Tributes and Compliments

Wembley CHC PMS Practice
1. ‘I have been visiting the above clinic for nearly two years now-during this time the above members of staff have been extremely helpful and supportive and would like to pass my compliments to this team.’
District Nursing
1. ‘Thank all the District Nurses for looking after me so well over the last weeks.  They were all so kind and caring.’
2. ‘I should like to say a Big Thank You to your District Nurses who came to me for four weeks, 3 times a day, without fail.’

3. ‘Thank you very much for my care. Nurses were very kind and caring.’
PRIMARY CARE PRACTITIONERS
Table 6

	
	Q4

	 Total number of complaints received
	22


Primary Care Practitioner Complaints – Summary for breakdown of issue by Locality for Q4 2010
Table 7
	Issue
	Kingsbury
	Harlesden
	Willesden
	Kilburn
	Wembley
	Harrow (dental)

	Appointments/Delay/Cancellations
	
	
	1
	
	2
	

	Communication
	
	
	1
	
	
	

	Direct/Clinical care
	1
	1
	2
	
	
	2

	Failure to Follow agreed procedure
	1
	
	1
	1
	2
	1

	Discrimination
	
	
	
	
	1
	

	Staff attitude
	1
	
	1
	1
	2
	

	Total
	3
	1
	6
	2
	7
	3


Table 8 Primary Care Practitioner Complaints – by locality:

	Locality
	Q4

	Willesden
	6

	Wembley
	7

	Harlesden
	1

	Kingsbury
	3

	Kilburn
	2

	Harrow (dental)
	3

	Total
	22


Table 9
Type of practitioner that complaint related to:

	Type of Practitioner:
	Q4

	GP
	16

	Dentists
	5

	Pharmacists
	1

	Opticians
	0

	Total
	22


Table 10

PCP lessons learnt Q4 2010
	Service & locality
	No of Complaints
	Nature of 

Complaint
	Lesson Learnt
	Solution

	Willesden Medical centre
	3
	Difficulty trying to get through to make an appointment.
	The surgery receives a high volume of calls and the appointment and telephone system needs to be revised to address this demand.
	The surgery is continuing to look into new ways of resolving the problem, and Tessa Sandall is due to meet with Patsy Campbell, Practice Manager on the 22nd April.

	Willow Tree Family Practice
	1
	Failure to follow agreed procedures
	Failed to operate within the stipulated time frame of the NHS Complaints procedures.
	Lessons have been learned, and it has been agreed with the Medical Director that the surgery will endeavor to meet timescales when handling complaints.


Commissioning Update
Table 11
Complaints for Commissioning in Q4
	Total number of complaints received
	Q4

	Total number of complaints received in Commissioning/ Continuing Care
	         8

	Total number of closed in the month that were closed within 20 working days
	         3

	Total percentage of complaints that were acknowledged within 3 working days
	6 (85%)


Please see table 13 in appendix 12 for lessons learnt.
PALS
Table 12
PALS calls Q4 2010
	
	Total no. received

	Q4
	140


Appendix 1
Graph 1 shows the number of patient contacts made 
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Graph 2 shows a quarter by quarter comparison
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You will note that 43 PALS calls concerning Direct Care were received in Q3 but this figure dropped to 26 in Q4.

You will also notice that GP Registration concerns received reduced from 30 to 14

Appendix 2

	PALS LOG 

Jan –March 2010


	DATE
	K041
	ISSUE/CONCERN/

QUERY
	OUTCOME

	04.01.10
	Other: Opening Hours
	Has not been able to get through to the Family Planning Services although called during opening hours as stated on the answer machine. Has called about 20 times today.  
	BB called TV who had said that she had spoken to someone this morning, after several attempts, and an appointment had been booked.  

	05.01.10
	Direct Care/Clinical Care
	Wanting to have hand sanitary cleansers available at reception and anywhere else where there is constant contact with patients coming into the Wembley CHC.  She says the Health Centre is well run but should have hand cleansers available.  Surprised that for such a big communal hospital this is not available as diseases are spread easily.
	Referred to relevant Manager. Awaiting feedback

	05.01.10
	Health Records
	Had a patient who was on the ward at Willesden CHC and the patient now wants medical records to be forwarded.  Informed that a form and a cheque will need to be sent to Patient Services for any medical records to be released.
	BB faxed the form on fax no.020 8438 7043.

	11.01.10
	Other: Information
	JS wants funding or referral.  Been to UCH with fertility problems. UCH has done various tests.  Wants to know the criteria of getting funding for fertility treatment.  
	12.01.10 11.30 A came back to BB saying that at the moment Brent PCT is offering 1 cycle due to a Panel meeting which ascertained that a verbal go ahead had been given about 2 cycles but the Policy is not written up to support this.  Until the Policy supports this then it will be 1 cycle.  A has said that she will give JS a call giving the criteria. She also said that the GP should know the info and the patient should be going through their GP.  A said she will give PS a letter to support the 1 cycle instead of 2 cycles when she has spoken to her Manager.

	20.01.10
	Other: Information 
	Required contact details for person appealing against panel decision.
	Gave her right telephone no.

	21.01.10
	Other:Information
	Needs braces and enquiring about the fee now that he is an adult.
	He will speak to dentist and will get back to us if needs further advice.

	21.01.10
	 Complaints Handling
	Would like to complain about her GP.
	Will come in to discuss on the 27th at 12pm.

	25.01.10
	Complaints Handling
	H had met a client in reception who found it difficult to speak English but wanted to make a complaint about the Wembley CHC Receptionist.  
	Was actually referring to Gandhi house and not at Wembley CHC

	26.01.10
	Direct Care/Clinical Care
	RW’s Dr asked her to have a blood test procedure done with the Wembley CHC Phlebotomy Service.  R has been trying for two days and has been unable to get through.  
	BB called no. 020 8795 6057 and got through first time and spoke to N.  BB explained and N had said she has now missed the times to make an appointment. I had said that she had been trying two days now and would appreciate if she would call her back.  She said she would.  BB called back RW and confirmed that she has an appointment for Thursday morning.

	28.01.10
	Other: Information
	Disabled and enquiring about Expert Patients Programme.  BB spoke to MM who knows of this. There is a tender for this Service and planning is still under the hospice commissioning process.
	BB relayed this to her and has said that she will inform MR when this programme does happen.  

	29.01.10
	Other: Information
	Would like her NHS No. as she is in the process of changing her GP.
	BB gave her the Health Authority No.

	01.02.10
	Other :Information
	Wants information on access to fertility. Called 3 weeks ago but did not get a call back.  BB said she would send another email to A as a reminder.  He wants to know if he fits the criteria for funding as he has an appointment at a private clinic but if he could get funding through the NHS then he would go through the NHS.  
	BB sent an email but has not heard from A to give any feedback before JS will be calling A direct to get some information from her.  

	01.02.10
	Other: Information
	Needs Clinical Governance lead information
	BB referred her to FA on 020 3114 7189

	01.02.10
	Complaint Handling
	LD said that she has sent her complaint via email to NHS and telephoned to ask whether we had received it.  BB has asked to send it to her email address. 
	Awaiting complaint regarding the Law Medical Centre

	02.02.10
	Other: Information


	Moved to Brent 2-3yrs ago and 

husband needs to register with a GP Practice
	BB gave wife L the Health Authority No.

	03.02.10
	Direct care
	A number of concerns relating to her health inc. her waterworks, bowel and is tired all the time.  Takes tablets but makes her worse.  Would like hypnosis on the NHS etc.
	Spoke to her GP who said she will call by tomorrow. She has been treating her for 30 years.

	04.02.10
	Staff Attitude
	She is a Locum and the Surgery is dealing with a complaint re one of her patients. She has requested certain information at consultations but been told off for this and she now feels victimised.
	She is going to speak to the Defence Union and will come back if needs further support.

	04.02.10
	Communication
	Works in a school and a relative of a child has been pretending to be a health professional trying to obtain medical information.
	Explained that this needs to be reported to the Fraud Squad.  Could not discuss this further with me at this time, and supposed to come back to me.

	05.02.10
	Other: Information
	Would like to know how to obtain copy of medical notes.
	Told him to ask for practice procedure and photocopying charge may be incurred.

	5.2.10
	Health Records
	Still waiting for registration card.
	Transpired that she re-registered on 18th Jan so CT said it could take until March to receive card.

	08.02.10
	Health Records
	Wanting a 1 page copy of her medical report for a blood test taken and its costing £15.00. Ms P was told it is the discretion of the Practice on the amount they charge for copies of report. 
	Ms P said she would go back to Practice and negotiate.


Appendix 3
Table 13
BCS lessons learnt, (Quarter 4) 
	Service
	No of Complaints
	Nature of 

Complaint
	Lesson Learnt
	Solution

	District Nursing
	5
	Patient Privacy & Dignity (1) Direct Clinical Care (3) C communication (1)
	To be sensitive when asking patients questions in their own homes.
	District Nurses will receive additional training on the assessment process - how to explain to patients/carers the reasons for asking the questions.  Questions to be asked in a sensitive manner to avoid the patients/carers feeling they are intrusive and irrelevant.

	PMS Practice
	3
	Direct Clinical Care
	To improve communication with patients and have better systems in place to ensure hospitals received necessary referrals.
	The Practice has reviewed its procedures for managing urgent faxes and has implemented the following changes; all faxes are checked for confirmation report of sending before they are filed, confirmation reports are scanned into patients' medical records and the practice will telephone the receiving hospital department to confirm receipt of faxes.
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