NHS BRENT

Complaints, Compliments & Patient Advice and Liaison Service (PALS)
Annual Report

1st April 2009 – 31st March 2010
Introduction

This report focuses on 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 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 in Brent. 

· Monitors complaints and analyses trends

· Liaises with clinical advisors, 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 complaints processed by NHS Brent’s complaints department focus on three main areas:
· services provided by Brent Community Services  
· the work of the Continuing Care and Mental Health Department in NHS Brent’s Strategic Commissioning Directorate 
· the work of Primary Care Practitioners (PCP) including GPs, dentists, pharmacists and optometrists who are contracted to NHS Brent to provide 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.
Please see Appendix 1 for a comparison of the number of complaints received since 2007-2010.
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).

The majority of complaints were in physiotherapy, PMS practice, district nursing and Podiatry. 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.   The complaints about podiatry centred on delay between referral and appointment date.  These were addressed by recruiting a Biomechanics lead who is working hard to reduce the 18 month waiting list. Biomechanics refers to an understanding of the mechanics in the body and podiatrists use this to diagnose and treat the lower limb.
Please see Appendix 2 for a graph comparison of BCS complaints received.
Formal complaints about Continuing Care and Mental Health (Commissioning Complaints) 

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 (Commissioning Complaints)

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 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.
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
Response Rates

The NHS complaint’s procedure requires that all letters of complaint should be acknowledged within 3 working days of receipt under the 2009 Complaints Regulations.  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.  The average response rate was 56% for the 20 day target, compared with 55% from the previous year.  This figure does not take into effect 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.  
Referrals to the Health Service Ombudsman
There were six new requests made for reviews of complaints across the board in 2009/10: One was for podiatry the second was about a commissioning issue, and four were centred on GP services.

Complaints received about Brent Community Services 1st April 2009 – 31st March 2010
Breakdown by service

TABLE 1
	Service
	Qtr 1 
	Qtr 2 
	Qtr 3
	Qtr 4 

	Phlebotomy
	
	1
	
	1

	Podiatry
	
	2
	3
	2

	Physiotherapy
	2
	2
	5
	

	Wheelchair
	4
	1
	1
	

	District Nursing
	1
	1
	1
	6

	Older people services
	
	
	
	

	Community Dermatology
	
	
	
	

	Children Services
	1
	
	
	

	Brent Rehab
	
	1
	2
	2

	Diabetic Clinic
	
	
	
	

	Health Visiting
	2
	1
	2
	

	Retinal screening
	
	2
	
	

	Walk in Centre
	
	
	
	

	PMS practice
	3
	
	3
	3

	Adult Services/Therapies/inpatient
	1
	
	1
	1

	Specialist Dental services
	
	
	1
	

	Willesden Community Hospital
	5
	
	
	

	Estates
	
	
	
	1

	Total:
	19
	11
	19
	16


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

TABLE 2

	Issue
	Qtr 1 
	Qtr 2 
	Qtr 3
	Qtr 4 

	Discharge and Transfer
	1
	
	
	

	Aids/appliances/Equipment/Premises
	4
	
	1
	

	Appointments/Delay/Cancellations
	5
	1
	8
	1

	Communication
	
	1
	
	1

	Health Records
	
	
	
	

	Complaints Handling
	
	
	
	

	Direct/Clinical care
	9
	7
	6
	9

	Consent to Treatment
	
	
	
	

	Patients Privacy & Dignity inc confidentiality and patient status
	
	
	
	1

	Failure to Follow agreed procedure
	
	
	1
	2

	Patients property
	
	
	
	

	Discrimination
	
	
	
	

	Staff attitude
	
	1
	3
	1

	Transport
	
	
	
	

	Hotel Services
	
	
	
	

	Other: Violence/assault/admin/interpreting services
	
	1
	
	1

	Total
	19
	11
	19
	16


 Please see Appendix 2 for a graph comparison.
Complaints received about Continuing Care and Mental Health 

Table 3: Breakdown by quarter update (2009-2010)
	Service
	Qtr 1 
	Qtr 2 
	Qtr 3
	Qtr 4 
	Complaints 09/10

	Commissioning

( Continuing Care and Mental Health)
	6
	4
	6
	8
	24


Complaints received about PCP Services 

Breakdown of issue by quarter update (2009-2010) 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
	3
	3
	4
	3

	Communication
	1
	1
	1
	1

	Health Records
	
	
	
	

	Complaints Handling
	
	
	
	

	Direct/Clinical care
	11
	8
	10
	6

	Consent to Treatment
	
	
	
	

	Patients Privacy & Dignity inc confidentiality and patient status
	3
	
	
	

	Failure to Follow agreed procedure
	2
	2
	2
	6

	Patients property
	
	
	
	

	Discrimination
	
	
	
	1

	Staff attitude
	2
	3
	
	5

	Transport
	3
	
	7
	

	Hotel Services
	
	
	
	

	Other: Violence/assault/admin/interpreting services
	2
	1 (admin)
	
	

	Total number of complaints received
	27
	18
	24
	22

	Total number from previous year
	      26
	20
	19
	11


Type of practitioner that complaint related to:

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

	GP
	24
	15
	18
	16

	Dentists
	2
	3
	6
	5

	Pharmacists
	1
	0
	0
	1

	Opticians
	0
	0
	0
	0

	Total
	27
	18
	24
	22


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.  116 compliments were received between 2009 and 2010 regarding various services compared to 33 from the previous year.  
The highest number of compliments received was for Inpatient Services at 57 followed by 29 for District Nursing.  Patient Services was only recently made aware of Inpatient Service compliments that were received in BCS.
The table below shows the total number of compliments received per quarter with the services that received them for this year.

Table 6
	Service
	Date not known
	QTR 1
	QTR 2
	QTR 3
	QTR 4

	Retinal screening
	
	
	1
	
	

	Podiatry 
	
	
	1
	
	

	District Nursing 
	
	9
	5
	10
	5

	Cardiology
	
	
	
	
	

	Walk in Centre 
	
	
	
	
	

	Patient Services 
	
	4
	1
	1
	

	Kilburn Sq Clinic all services
	
	
	
	
	

	Brent Pathways 
	
	1
	1
	
	

	Diabetics Service
	
	
	
	
	

	Physiotherapy 
	
	
	
	
	

	Substance Misuse
	
	
	1
	1
	

	Community Engagement
	
	
	
	
	

	Phlebotomy
	
	
	2
	5
	1

	Mental Health
	
	
	1
	
	

	Brent Rehab Service
	
	1
	1
	
	

	Inpatient Wards
	41
	8
	5
	1
	2

	Health Visiting
	
	
	1
	
	

	Older People’s Services
	
	
	3
	
	

	Continence Service
	
	
	1
	
	

	Wheelchair Service
	
	
	
	1
	

	PMS GP Practice
	
	
	
	
	1

	Continuing Care
	
	
	
	
	

	Total 
	41
	23
	24
	19
	9


PALS (Patient Advice & Liaison 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 787 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 and 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 meat 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.
NHS Brent has procured the DATIX Risk Management system which will provide Patient Services with an improved system for recording all the complaints and PALS data received by the department.  It will also allow Patient Services to track complaints and concerns more closely, as well as produce robust reports. 

The new Corporate Affairs and Patient Services Manager (working Mondays and Tuesdays) will be joining the team on the 11th May 2010 resulting in full time management cover for Patient Services.
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Danielle Aronowitz

Patient Services Manager

April 2010
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