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	Complaints Annual Report



	Purpose of the report

To provide complaints, compliments & PALS summary review for the period 1st April 2009 – 31st March 2010.  This includes: 

· the number of complaints received by NHS Brent and Brent Community Services and the response rate; 

· Complaints received by NHS Brent about Primary Care Practitioners (PCPs) 

· Referrals to the Health Service Ombudsman

· PALS issues that have been dealt with by the Patient Services Department,

· Compliments and written feedback received


	Executive Summary (to include outcome benefits)
Formal complaints about Brent Community Services 

The number of formal complaints relating to BCS decreased to 65 in 2009/10 compared with 76 in the previous year (reference table 1).

Formal complaints about Continuing Care and Mental Health (NHS Brent’s Strategic Commissioning Directorate) 

The number of formal complaints received increased to 24 in 2009/10 compared with 12 in the previous year (reference table 3).  The most common complaint is regarding funding.  Please see Appendix 3.

Formal complaints about PCP 

PCP Practitioners include GPs, dentists, pharmacists and opticians.  A total of 91 complaints were received between 1st April 2009 and 31 March 2010 compared to 76 the previous year. Of these, 73 were about GPs or GP practices, 16 were about dentists and their practices, and 2 related to a pharmacist.  No complaints were received about opticians.  Appendix 4 shows an analysis over the past 3 years of the complaints per quarter for PCP’s.


	Decision required:  The Board / Committee is asked to:
Review the content of this report


	Corporate Objectives and Board Assurance Framework:  (Reference to how the organisation’s objectives for year are supported by this paper) Please list BAF and Corporate Risk reference no.)
CO9: Develop NHS Brent as a World Class Commissioning Organisation



	Equality and Diversity considerations and implications from which an Impact Assessment might be made: 
None

	World Class Commissioning Competencies Demonstrated by the paper

WCC 3. Proactively build continuous and meaningful engagement with the public and patients to shape services and improve health 



	Resource implications: (Confirmation that any resource implications have been agreed with Finance)
None

	Risks Attached to this initiative (Reference to Corporate Risk Register as appropriate)  (This could include legal or other statutory implications or drivers)
None

	Patient & Public Engagement Input to and/or Impact of this initiative
Input via complaints, PALS and compliments received by Patient Services


	Communications Strategy:  (How will this initiative be disseminated)
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