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	Purpose of the report

To provide a complaints, compliments, claims & PALS summary review for the period 1st April 2008 – 31st March 2009.  This includes: 
· the number of complaints received by NHS Brent and the response rate, 
· the requests for independent reviews by the Healthcare Commission;

· complaints received by NHS Brent about Primary Practitioner services;

· Claims received and status;

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


	Executive Summary (to include outcome benefits)
The number of formal complaints made to NHS Brent fell in 2008-09 to 88 compared with 93 the previous year. The main service areas of complaint were Podiatry, Physiotherapy, Phlebotomy and District Nursing. Podiatry & Physiotherapy had a large number of complaints that were due to changes in criteria for the services. As a learning outcome in addressing this issue, the services highlighted that better communication was needed and letters were sent out to patients of the services to keep them informed of changes as and when they occurred.  

District Nursing and Phlebotomy had the majority of complaints around direct clinical care and staffing.  These were addressed by resolving issues and putting action plans into place to improve the service to patients.  Staff training was also put place where appropriate to improve the overall service and patient experience.


	Decision required:  The Board / Committee is asked to:
· Share learning across the organisation

· Comply with the NHS complaints regulations


	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.)
CO5

	Healthcare Commission Standards supported by this paper: (see list)
Core Standard C14a, b & c


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

	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
This is part of the approved requirements of the Freedom of Information (FOI Policy)


	Communications Strategy:  (How will this initiative be disseminated)
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