Complaints Management

What is a complaint?
A complaint is an expression of dissatisfaction about an act, omission or decision of BrisDoc, either verbal or written, and whether justified or not, which requires a response.  A few examples of complaints expressed are:
· Something which is against the choice or wishes of a patient
· The way treatment, service or care has been provided to a patient
· Discrimination against a patient
· How a service has been managed
· Lack of a particular service
· The attitude or other behaviour of staff
Serious Complaints
If a complaint is an allegation or suspicion of any of the following, it should immediately be investigated as a formal complaint:
· Physical abuse
· Sexual abuse
· Financial misconduct
· Criminal offence

In a situation where a person discloses physical/sexual abuse or financial misconduct, it must be reported as a Safeguarding concern, even if the person does not want to make a complaint. Confidentiality should be maintained in such a way that only the managers and staff who are leading the investigation know the contents of the case. Anyone disclosing confidential/sensitive information to others who is not directly involved in the case should be dealt with under BrisDoc’s disciplinary procedure.
Any complaint, whether informal or formal, may not be straightforward and may lead to one or more of these apart from the complaint’s procedure:
· Disciplinary procedure
· Reporting to the Police
· Claims process
· Investigation into sexual harassment
· Grievance procedure

If BrisDoc is aware of a significant complaint or event (that is one where death or permanent injury occurred), the relevant Clinical Commissioning Group and the Commissioning Support Unit may be informed at the beginning of the next working day depending on the severity of the issue.



The process of recording a complaint is as follows

The notification of complaint (by email/nhs111/writing/telephone call/shift report) is received
Open BOBIS and begin to record the details  
Ensure a BOBIS documents folder is created
Speak/Make contact with the patient or the patients’ representative (if the patient is not the complainant a 3rd party consent form may be required) 
Document the points that the complainant would like us to investigate 
Save a copy of the voice recording in the BOBIS folder
Open Adastra and obtain a copy of the case record/records
Access the relevant voice recorder and add copies of the clinical or operational telephone calls to the BOBIS folder
Update BOBIS with any further information (Ensure that the BOBIS folder contains all correspondence/governance voice recordings or other documents
Email the new complaint (BOBIS electronic form., adastra case number, brief description of complaint, names of clinicians, and operational staff) to Clinical Leads and/or Service Delivery Manager 
Acknowledge the complaint and share a copy of our complaints leaflet and a 3rd party consent form if required




[bookmark: _MON_1696852778][bookmark: _MON_1696852930][bookmark: _MON_1696852648]
Complaints must be responded to within 33 calendar days from receipt.
The response can be verbal or in writing depending on what the complainant requires.  
Response letters are generally written by clinical or operational leads although, a number of complaints are closed down verbally either by a service/clinical lead or a member of the governance team (manage the patient’s expectation). 
S:\GOVERNANCE TEAM\CONFIDENTIAL - DAC\1. COMPLAINTS\Masters\Complaint response template 2022 (002).docx
If response is shared verbally ensure a copy of the voice recording is saved in the complaints folder
When the response has been shared with the complainant the BOBIS entry can be updated and marked as closed.
  
Complaint leaflet BrisDoc-SEVERNSIDE.docx
If the patient does not want any information from their health records to be disclosed, this might affect the extent to which we can investigate and respond to your complaint.

Stage two – an internal review:

If you are unhappy with the response you receive from the local Manager you can write to the Head of Governance and request an internal review (please refer to address within the ‘Who to contact’ section of the leaflet). You can expect an impartial and objective re-investigation into your complaint by a member of the Senior Management Team.



The Investigation will also review how your complaint was handled at the local stage.

Stage three – the Parliamentary and Health Service ombudsman

If, following internal review – stage two, you are still dissatisfied with the outcome of both internal investigations; you may request an external review of your complaint from the Parliamentary and Health Service Ombudsman (PHSO).













































Who to contact

Stage one

The Manager at the address where you received your care.



Stage two

Head of Governance

BrisDoc Healthcare Services

21 Osprey Court

Hawkfield Business Park

Whitchurch

Bristol

BS14 0BB

Email: severnside.governance@nhs.net



Stage three

The Parliamentary and Health Service Ombudsman

Millbank Tower

Millbank

London

SW1P 4QP
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The Independent Complaints Advocacy Service

You may wish to have support in dealing with your complaint and seek the services of the Independent Complaints Advocacy Service – The Advocacy People. 

This service can be contacted on:

Tel: 0330 440 9000 

Email: info@theadvocacypeople.org.uk
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Making a complaint guide
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How to make a complaint

Our complaints procedure is designed to make sure that we resolve any complaints as quickly as possible.



Stage one – local resolution

You can make your complaint:

· In person/by telephone – ask to speak to a member of the Governance Team.

· In writing (including email) – some complaints are easier to explain in writing, please give as much information as you can , then send to the Head of Governance as soon as possible.



We shall contact you within three working days of receipt to discuss how you would like the complaint taken forward and investigated. We will also agree with you a timescale within which our response will be sent. 



The response will tell you how the complaint was investigated, the evidence considered, the conclusions reached and any actions taken.











































When we look at your complaint, we shall aim to:

· Find out what happened and what went wrong

· Make it possible for you to discuss the problem with those concerned if appropriate

· Make sure you receive an apology, where appropriate

· Identify what we can do to make sure the problem doesn’t happen again.



It may be helpful for you to meet with the Manager and the Clinician to discuss your concerns and if this is the case arrangements will be made for this to happen at a convenient time.



Complaining on behalf of somebody else

Please note that we keep strictly to the rule of medical confidentiality.



If you are complaining on behalf of someone else, we have to know that you have their permission to do so. 

We will require their written permission to do so unless they are incapable of providing this, through illness or in the case of a child. Only information relevant to the complaint will be disclosed.









































Making a complaint

We aim to provide a caring, high quality service and are always pleased to receive your feedback, both positive and negative. If the service provided has not met your expectations then we would like to know why not. All comments and complaints are taken seriously regardless of their nature.



We hope that most problems can be sorted out easily and quickly so it is helpful if you can make your comments at the time the problem occurred or as soon as possible afterwards. This gives us the best opportunity to resolve the issues immediately.



If it is not possible to do that, please let us have the details of your complaint:

· Within 12 months of the incident that caused the problem; or

· Within 12 months from the time that you became aware of the problem.



We will respond to your concerns considerately, quickly and as effectively as possible in line with the NHS Complaints regulations (2009).



Our complaints procedure is based on three stages, detailed on the next page.
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Complaint Third Party Consent Form







I (name) ………………………………………………. authorise the complaint outlined in the communication dated……………….. to be made on my behalf by (name)……………………..……………, who is my next of kin/power of attorney/guardian.



I agree that BrisDoc (on behalf of SevernSide Integrated Urgent Care) may disclose to the above named (only in so far as is necessary to answer the complaint) my personal confidential information. 



Patient’s Signature: …………………………………………… Date: …………………



Name & Address: ………………………………………………………………………...



………………………………………………………………………………………………



………………………………………………………………………………………………



………………………………………………………………………………………………





Please return to: severnside.governance@nhs.net   



Governance Team

BrisDoc Healthcare Services

21 Osprey Court

Hawkfield Business Park

Whitchurch

Bristol

BS14 0BB
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Working together to deliver integrated urgent care to Bristol, North Somerset and South Gloucestershire
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BrisDoc Healthcare Services

Unit 21, Osprey Court

Hawkfield Business Park

			Whitchurch, Bristol

BS14 0BB

Tel: 0117 937 0900

www.brisdoc.co.uk

name

address



date

Dear



Re:



The complaint you shared with the Severnside Integrated Urgent Care service has been received today. Thank you for bringing your concerns to our attention. Severnside prides itself on providing excellent patient care and will wish to rectify any short comings we find in our services as it is always disappointing when a patient is dissatisfied.



You would like us to investigate ……………. 



I am initiating an investigation into the concerns you have raised and will aim to reply to you in full once the investigation is complete. We aim to respond to complaints within 25 working days and if we are in a position to respond earlier we will do so.



If you wish to discuss anything further in the meantime, please feel free to contact Severnside direct on severnside.governance@nhs.net.





Yours sincerely





Name

Title

Contact details
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Working together to deliver integrated urgent care to Bristol, North Somerset and South Gloucestershire

Registered Office

BrisDoc Healthcare Services Ltd

10 Temple Back

Bristol

BS1 6FL

Company Number 5526203

Registered Office

Practice Plus Group

Connaught House, 850 The Crescent,

Colchester Business Park

Colchester, Essex, CO4 9QB

Company Number 11078321
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Making a complaint



We aim to provide a caring, high-quality service and are always pleased to receive your feedback, both positive and negative. If the service provided has not met your expectations, then we would like to know why not. All comments and complaints are taken seriously regardless of their nature. 

We hope that most problems can be sorted out easily and quickly so it is helpful if you can make your comments at the time the problem occurred or as soon as possible afterwards. This gives us the best opportunity to resolve the issues immediately. 



If it is not possible to do that, please let us have the details of your complaint: 

· Within 12 months of the incident that caused the problem; or 

· Within 12 months from the time that you became aware of the problem. 



We will respond to your concerns considerately, quickly and as effectively as possible in line with the NHS Complaints regulations (2009).



How to make a complaint

Our complaints procedure is designed to make sure that we resolve any complaints as quickly as possible.



Stage one – local resolution:

Our complaints procedure is designed to make sure that we resolve any complaints as quickly as possible. 

Stage one – local resolution 

You can make your complaint: 

· • In person/by telephone – ask to speak to a member of the Governance Team. 

· • In writing (including email) – some complaints are easier to explain in writing, please give as much information as you can, then send to the Head of Governance as soon as possible. 



We shall contact you within three working days of receipt to discuss how you would like the complaint taken forward and investigated. We will also agree with you a timescale within which our response will be sent. 

The response will tell you how the complaint was investigated, the evidence considered, the conclusions reached and any actions taken.

When we look at your complaint, we shall aim to: 

· • Find out what happened and what went wrong 

· • Make it possible for you to discuss the problem with those concerned if appropriate 

· • Make sure you receive an apology, where appropriate 

· • Identify what we can do to make sure the problem doesn’t happen again. 



It may be helpful for you to meet with the Manager and the Clinician to discuss your concerns and if this is the case arrangements will be made for this to happen at a convenient time. 

Complaining on behalf of somebody else 

Please note that we keep strictly to the rule of medical confidentiality. 

If you are complaining on behalf of someone else, we have to know that you have their permission to do so. 

We will require their written permission to do so unless they are incapable of providing this, through illness or in the case of a child. Only information relevant to the complaint will be disclosed.



 If the patient does not want any information from their health records to be disclosed, this might affect the extent to which we can investigate and respond to your complaint.







Stage two – an internal review:

If you are unhappy with the response you receive from the local Manager you can write to the Head of Governance and request an internal review (please refer to address within the ‘Who to contact’ section of the leaflet). You can expect an impartial and objective re-investigation into your complaint by a member of the Senior Management Team. 

The Investigation will also review how your complaint was handled at the local stage.



Stage three – the Parliamentary and Health Service ombudsman:

If, following internal review – stage two, you are still dissatisfied with the outcome of both internal investigations; you may request an external review of your complaint from the Parliamentary and Health Service Ombudsman (PHSO).



Who to contact

Stage one



[image: ]The Manager at the address where you received your care.



Stage two

Head of Governance 

BrisDoc Healthcare Services 

21 Osprey Court 

Hawkfield Business Park 

Whitchurch 

Bristol 

BS14 0BB 

Email: severnside.governance@nhs.net



Stage three

The Parliamentary and Health Service Ombudsman

Millbank Tower

Millbank

London

SW1P 4QP



The Independent Complaints Advocacy Service

You may wish to have support in dealing with your complaint and seek the services of the Independent Complaints Advocacy Service – The Advocacy People. 

This service can be contacted on:

Tel: 0330 440 9000 

Email: info@theadvocacypeople.org.uk
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