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	Purpose of the Report
To provide a complaints, compliments, claims & PALS summary review for the period 1st April 2007 – 31st March 2008.  This includes: 
· the number of complaints received by Brent tPCT and the response rate, 
· the requests for independent reviews by the Healthcare Commission;
· complaints received by Brent tPCT about Primary Practitioner services;
· Claims received and status;

· PALS issues that have been dealt with by the Patient Services Department,
· Training and other Patient Services activity.


	Decision required:  
· To review areas where complaints have been received.

· To support staff in the complaints process.



	Benefits of the recommendation: 
· Share learning across the organisation
· Comply with the NHS complaints regulations


	Other Options Considered: 
N/A


	Corporate Objectives:  (Reference to the organisation’s objectives for year)
Develop Brent tPCT as a High Performing and Responsive Organisation
Improve Health and Reduce Inequalities

Build partnerships working

Ensure we develop modern and accessible services



	Equality and Diversity Impact Assessment:
To be confirmed


	Resource implications: (Confirmation that any resource implications have been agreed with Finance)
N/A


	Other:  (This could include legal or other statutory implications or drivers)
Department of Health
Healthcare Commission
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