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COMPLAINTS, COMPLIMENTS AND CLAIMS SUMMARY REVIEW  

1. Introduction

This report concerns the work of the complaints department within Brent Teaching Primary Care Trust (tPCT).  The complaints department:

· Advises staff and the public about the NHS complaints procedure

· Supports staff to prepare responses to complaints and enquiries, on behalf of the tPCT, to the public and MPs

· Advises and supports independent contractors regarding complaints handling

· Monitors complaints and analyses trends

· Liaises with clinical advisors, clinical governance, directors and other managers

· Liaises with the PALS team

· Acts as “honest broker” to help resolve complaints

· Administers the Independent Review Panel process

· Works and liaises with conciliators, ICAS, the Health Service Commissioner’s department, and others to help resolve complaints

The two main categories of complaint processed by the complaints department are those:

1)  about services provided directly by the tPCT 

2)  that involve independent contractors, such as GPs and dentists, who have a contract with the tPCT to provide their 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.

The Trust also received some complaints that involved services provided by a neighbouring Trust, such as the North West London Hospitals’ Trust, and these were referred to the Trust concerned for local resolution.

The Complaints Manager regularly attends the London Primary Care Complaints Consortium (LPCCC) that provides support and guidance to complaints managers and their teams, in PCTs across London.

Further support for this group and ongoing guidance also comes from the Development Manager for Complaints (London region), based at the Strategic Health Authority.

The tPCT advises complainants and practices regarding the NHS complaints procedure, often acting as “honest broker” to try and help resolve the issues.

Advice and assistance are provided to local practices both directly and through the work of the LPCCC.  Guidance from the LPCCC has been available to local GP practices, supported by the LMC, concerning the proposed changes to the complaints procedure.  It is also involved in updating guides previously produced for GP and dental practices on handling complaints.
Danielle Aronowitz

Complaints Manager

April 2005

2.
Formal complaints about services managed by Brent Teaching             Primary Care Trust 

Table A: 

	Service Area
	Number of Complaints

	District Nursing
	2

	Podiatry
	10

	School Nursing
	1

	Speech & Language Therapy
	2

	Wheelchair
	7

	Older people
	5

	Healthy Harlesden
	1

	Phlebotomy
	2

	Continence Supplies Service
	1

	Child Health
	1

	Mental Health
	1

	Ethnic Walk in Centre
	1

	Physiotherapy
	2

	Independent Living Team
	1

	Estates
	1

	Total
	38


During 2004 – 2005, 38 formal complaints were made to Brent Teaching Primary Care Trust compared with 50 complaints logged last year.  Chart 1 (overleaf) provides a picture of the number of complaints that were received across the Trust.  Please refer to Appendix 1 (p. 14) for a comparison of complaints received per service and subject area across the last two annual years.  

Chart 1
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2.1      Response Rates

The NHS complaint’s procedure requires that all letters of complaint should be acknowledged within 2 working days of receipt.  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.  These national targets are monitored by the Department of Health:

National Performance Indicators
Standard 1:
100% complaints acknowledged within 48 hours

Standard 2:
80% complaints resolved within 20 days

Standard 3:   90% complaints resolved within 30 days.
2.2 
Acknowledgement and Response Targets for complaints received about tPCT services

Table B sets out the percentage of complaints about tPCT managed services received between 1st April 2004 & 31st March 2005 that were acknowledged and replied to within target.  

Table B:

	Target
	% Achieved within Target

2004/2005

Q4 

	Letter of complaint acknowledged within 2 working days
	81% (31)

	Full response sent within 20 working days
	54% (17)




There are various reasons to explain the delays in responses.  For example, two wheelchair complaints took longer than twenty working days to complete because assessments for the wheelchairs’ suitability for the clients took longer than anticipated to assess.  A response to the school nursing complaint was initially sent out to the complainant within the given timescale, however the lady concerned approached the Complaints Department again with further queries that needed addressing.  Other setbacks were due to the complexities involved in some of the complaints and changes in staffing arrangements.  More training is being carried out to ensure that staff are able to meet the deadlines.

2.3        Requests for Independent Review Panels

The Healthcare Commission informed the Complaints Department that there have been two requests for Independent Reviews this quarter.  We are awaiting further details at this time.

2.4
Referrals to the Health Service Ombudsman

The Health Service Ombudsman is currently investigating the handling of a complaint initially dealt with by the former Brent & Harrow Health Authority in May 2001, and subsequently by Harrow PCT and then us.    There are no further cases under consideration by the Ombudsman’s office.  
2.5       Patient Profiling
We are required by the Department of Health to collect information on the ethnicity of complainants and practitioners and staff against whom a complaint has been made.  Table C gives the patient profiling data collected so far for complaints received in this quarter about services managed by Brent tPCT and FHS practitioners.  The figures below were only received for provider services.

Table C:

	
	Patient Profile

	White British
	4

	White Irish
	0

	White Other
	4

	White and Black Caribbean
	2

	White and Black African
	1

	White and Asian
	

	Mixed Other
	

	Asian Indian
	2

	Asian Pakistani
	

	Asian Bangladeshi
	

	Asian Other
	

	Black Caribbean
	

	Black African
	2

	Black Other
	

	Chinese
	

	Other
	

	Not Known/Applicable*
	15


2.6    Written Compliments and Positive Feedback 

As a balance to complaints, written compliments and positive feedback are also recorded for services managed by the tPCT.  

Thirty-two compliments were received about the Ethnic Health Walk in Centre, WCH&C.  For example, one patient remarked: ‘Everyone here is very helpful and they know what service with a smile means.’ Another person praised the efficient and professional service and stated ‘Great to be able to walk in on a Saturday afternoon and be treated within 20 minutes.  Great reception service also.’

Two compliments were received about the Podiatry Service in Willesden.  Excellent care was mentioned and the podiatrist ‘knew what she was doing.’

A written complaint was also received about a community nurse.

Eight further compliments were received for the PMS practice (Grasmere Avenue). The pleasant welcome at reception was mentioned along with “kindness”, “courtesy” and “good medical treatment” received.  One person said, “There is never a long waiting period.” 

Two written compliments were received concerning the physiotherapy back school, which praised the session time, and content, which enabled patients to combat pain and helped them to improve their knowledge of how to look after their backs.
Furthermore seven compliments were received about the Burnley Practice, at the Pound Lane Clinic, Willesden.  One patient remarked: ‘The Burnley Practice is an excellent idea as homeless and young people from the community like myself can get help and advice.’ Another person stated that the ‘Burnley Practice is organised and managed very well by caring and helpful staff.’

The Surgery on Sudbury Court Drive also received two compliments. – One lady stated: ‘As an increasingly frequent user of the practice, I would like to say how much the service has improved since the reorganisation and introduction of the new scheme for appointments.’

Two further compliments were received about the Director of Nursing and the complaints team.

All provider services within the tPCT are being encouraged to let the Complaints Department know of any complaints that are received.

3.          Complaints about Brent Teaching Primary Care Trust Family Health Services (FHS) 1st April 2004 – 31st March 2005
3.1         Complaints received about FHS Services 

FHS contractors 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 108 complaints were received between 1st April 2004 and 31 March 2005 compared to 206 the previous year.   Of these, 96 were about GPs or GP practices and 12 about dentists and their practices.  No complaints were received about pharmacists or opticians. 
When complaints are received in the complaints department at Brent tPCT, permission is obtained from the complainant to forward their 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 resolution.  The Conciliation Service is also widely used to try and resolve complaints locally. The tPCT appoints a conciliator who is an independent layperson to liaise between the complainant and family health service practitioner during a meeting to address concerns.
Table D:

	GPs
	96

	Dentists
	12

	Pharmacists
	0

	Opticians
	0

	Total
	108
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[image: image2.wmf]0

20

40

60

80

100

GP

GDP

Number of FHS Complaints Received 

1st April 2004 - 31st March 2005


Details of categories of FHS complaints are given in Table E. 

3.2
Categories of FHS Complaints

Table E:
	CATEGORY
	GPs
	Dentists
	Total

	Appointments/Waiting Times
	8
	0
	8

	Attitude and communication
	33
	1
	34

	Charges
	1
	1
	1

	Practice Administration
	7
	0
	7

	Referrals
	1
	0
	1

	Removals
	9
	0
	9

	Treatment/clinical
	37
	10
	47

	Total 
	96
	12
	108


Please refer to Appendix 2 (p. 15) for a comparison of complaints received across the last two annual years.

3.3
Requests for Independent Review Panels

The Healthcare Commission has received one request for Independent Review.   We are awaiting further details at this time.
3.4
Referrals to the Health Service Ombudsman

The Complaints Department has not been informed of any referrals to the Health Service Ombudsman.  

3.5 
Patient Profiling 
We are now sending these out for all complaints.

4.
Claims Management

There are currently two active Clinical Negligence claims.  These are ongoing claims inherited by Brent tPCT as the successor organisation to Parkside NHS Trust.  One is registered with the NHS Litigation Authority, under the CNST scheme, and alleges a failure to diagnose a child’s hearing problems in 1996.  The other, not covered by the scheme, involves an allegation of failure to measure a child’s increased head circumference in 1996.  A third, potential clinical negligence action claim was received in February 2005.  This involves a locum Podiatrist and is at the pre-action stage of application for medical records.

A previously reported claim that involves an allegation of failure to detect a child’s acute respiratory infection in 1996  is now closed, as the Claimant is not

proceeding.  Some risk management recommendations concerning record keeping have been incorporated into recent training for staff. 

A further claim, concerning the identification of congenital dislocation of the hip, is being monitored by the NHSLA, as the Claimant’s solicitors have until 2014 to potentially start legal proceedings. 

For the Risk Pooling Scheme, there are seven active claims.  Two are occupier/public liability claims.  Both involve falls.  One concerns the failure of a wheelchair castor assembly in 2002.  Some liability has been admitted by the Trust, although the exact cause of the failure of the assembly could not be determined.  An offer for settlement has been rejected and the Litigation Authority is waiting to hear from the Claimant’s solicitors.  The other claim involves a patient who tripped at the entrance of a clinic site in 2002.  The case has been repudiated but is being disputed. 

Five staff injury claims include two falls and trips.  One incident occurred in 2002. The other incident occurred in 2003.  This case was repudiated in July 2004 but limitation does not expire until August 2006.

The third staff injury claim concerns an allegation of back injury sustained in 2000 and the fourth, a shoulder injury, sustained in 2004.

The fifth claim concerns an accident that took place, on a Trust site, in 2001.  This accident was investigated, at the time, by Parkside Health NHS Trust.  A settlement is currently being negotiated by the NHS Litigation Authority. 

Two previously reported staff claims were settled in January 2005.  The first, involves a fall in 2002.  This was repudiated and settled, with no payments made, in January 2005, but, the other claim involves a fall in April 2000.  This   was settled with payments made for £10.000 damages. 

5.
Service Developments Across the Trust

	Physiotherapy Service

(Willesden Community Hospital)
	· Waiting times for appointments have been reduced from 6 months to 2 months.



	Podiatry Service


	· In response to on-going issues, a phase of work is being carried out by the Podiatry Service to improve the patient experience.  

· It has recruited eleven new members of staff.  

· It is also working on improving access to podiatry services, and clinicians and managers are working with the London Access Project on ways to reduce waiting times.



	Phlebotomy

(Wembley Locality)

	· Monitoring waiting times to work on achieving the best possible service for the patient.

	Continence Supplies Service

(Kingsbury Locality)

	· Reassessment procedures put in place.

· Improvements made on product knowledge.


	The Wheelchair Service


	· The Wheelchair Service is now working very closely with the buying department to ensure that appropriate procedures are in place for checking and completion of future orders.



	School Nursing

	· The service level agreement with all Brent schools is to include:

· School staff will be required to undertake training prior to immunisations in schools.

· Class teachers will be required to accompany children to the immunising nurse.

· Where possible, parents to be present with their children if under the age of 6 years.


	Healthy Harlesden Project
	· Healthy Harlesden is trying to improve communication with its users by gaining feedback and enhancing the services that it offers. 

· Following receipt of a complaint, Healthy Harlesden is currently working with the council to try and improve access.  For example, widening pathways and improving lighting.




6.
Complaints Service Developments 

· The Complaints Manager and the PALS Co-ordinator met with the North West London Independent Complaints Advocacy Service (ICAS).  The meeting was very useful in helping to build a good working relationship and address common issues of concern.  These meetings will continue at six monthly intervals.

· The new version of the Brent tPCT Complaints Policy is available for staff to use on the Brent tPCT website.

· The new edition of the GP Complaints Handling Policy is being distributed to staff across practices.

· Brent, Harrow and Hillingdon PCTs arranged conciliation training for conciliators who are used jointly.

· The Complaints Manager and the PALS Co-ordinator will be visiting GP practice staff meetings throughout the next few months to address issues of concern from staff when dealing with complaints, and to improve links between surgeries and the Complaints and PALS Departments.

· The Complaints Manager attended a PALS and Complaints training day on dealing with conflict among patients and staff.

· The Complaints Manager together with other key members of staff including service managers are hoping to attend a free NHSU training day on becoming a customer care facilitator.  In turn the training could be carried out with staff members across the Trust on the issue of customer care. 

· The complaints team has received some training in the use of the PRISM database.  Some changes and modifications are required, but it should be up and running this year, together with PALS and Risk databases.

· The Patient Satisfaction Surveys have been updated and are now being distributed to complainants at the end of complaint resolution.

· Presentations and complaints training are being organised in conjunction with PALS, for across the provider services and GP practices.

· The Head of Clinical Governance and the Complaints Manager are in the process of trying to set up a Trust - wide panel/group to look at complaints and see what learning can be achieved.
Appendix 1
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