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handling complaints across health and social care which will operate in keeping with the new
culture being introduced through the Health Reform changes.
The key headlines are:

“The new arrangements for complaints responsiveness will ensure that what people tell us
about their experiences become the major drivers of service improvement.”

“Focus on early, swift, local resolution built around the needs of the person, not the
process,”

“Excellent complaints professionals who will have the confidence of all concerned...and
won’t be able to do their jobs without the support of senior managers..”

“The way that complaints are dealt with are like a window into the heart of organisations —
get complaints right and you enhance and protect your reputations for the future.”
“Complaints are a free form of research.”

“‘Dealing with dissatisfied customers is not an add-on, it is integral and needs to be
recognised as a key component.”

Local resolution must consider:

Better explanation of events

Lesson showing that we have learned from complaints

Meetings offered between the complainant and the staff involved

Responding to all issues raised rather than selective or partial response

Giving the patient the choice as to how they wish their complaint to be addressed letter,
meeting etc

Improve procedures for handling complaints:

Information easily available and accessible to all

Staff are trained to respond to a complaint with confidence and to make any immediate
changes required and know how to escalate matters

Analyze complaints - does the main source of complaint represent the majority of people
who use that service?

Sympathetic to complaints

Focused on resolving matters

Seek to Resolve complaints rather than just process them

Agree type of response with the complainant e.g. meeting, letter etc

Flexible — personal apology, meetings and involving complainants when make improvement
to services

Able to ensure that an appropriate remedy is provided if a problem is found

Link to service improvement agenda

Non-Adversarial:
When a complaint is received Trust must provide a robust examination of the issues raised.

clear plan and policy for examining complaints

recognized techniques (such as root cause analysis) are used to formulate a response
relevant statements and evidence are gathered and explained to the patient

staff involved in the complaint contribute to the response

senior staff manage the overall response to make sure it accurate and appropriate
Independent input is used when appropriate (such as very complex or emotive cases) this
demonstrates openness.

Provide a appropriate remedy if a problem is found
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7. Complaints Training

Training and induction with some departments as well as independent contractors has taken
place throughout this year and will be ongoing

8. Conclusion
What are complainants looking for?
¢ An explanation
To improve services
An apology
Recognition of the incident complained about
Same thing not to happen again

The Complaints procedure will be changing in April 2009 and its important that the PCT and
its independent contractors are ready the main emphasis will be local resolution which must
consider:

o Better explanation of events
Lesson showing that we have learned from complaints
Meetings offered between the complainant and the staff involved
Responding to all issues raised rather than selective or partial response
Giving the patient the choice as to how they wish their complaint to be addressed
letter, meeting etc

Early Resolution can solve issues before they escalate and Informal resolution does reduce
the importance of the issue therefore the ongoing development of the PALS services will be
paramount.

Good customer care skills for all staff at all stages of the informal/formal complaints process

Changing the culture as to how a complaint are received in the PCT has to be changed —
Complaints are free patient feedback and are a valuable resource for organisational learning
— what can we learn from complaints?
o Feedback from a patient group
What do patients want
Honesty and empathy
Gracious apology
To be shown respect — explanation — involve and solve
To feel better and to know that the NHS has learned from their complaint

The committees are asked to note the above report and support the future development of the
complaints process.



