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Healthwatch is an independent
consumer champion created to gather
and represent the views of the public on

health and social care.
Content S Healthwatch plays a role at both national
and local level and will make sure that

the views of the public and people who
use services are taken into account.
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MethOdOIOgV 5 Healthwatch Isle of Wight is the “consumer champion” for local health and social
care services. It was created in April 2013 through legislation bringing in a

What canIexpect? 6-9 Healthwatch organisation in each local authority area of England. Feedback on
servicesisreceived from local residents, and a number of topics identified each year

Findines 10-11 through public engagement for further consideration. Healthwatch works with

8 service providers to explore these topics in detail, helping uphold what works well

and identifying improvements that may be needed. Healthwatch Isle of Wight is
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Atalocallevel,
Healthwatch Isle of
Wight is helping
Islanders get the best out
of their local health and
care services.

Whether it's improving

them today or helping to
shape them for
tomorrow.




There are 17 GP Practices on
the Isle of Wight. Some of
these have branch surgeries.

Background

The Theme of Complaints became part of Healthwatch
Isle of Wight's workplan for 2014/15 following public
engagement.

Complaints processes was adopted as the focus of the
work, in particular whether processes were understood
by and advertised to the public.

When making an NHS Complaint it depends on who the
provider is as to who will manage the complaint.

This report relates to GP complaints as these are
managed by individual practices or NHS England.

A separate report for IW NHS Trust complaints has also
been undertaken and published by Healthwatch Isle of
Wight.

Methodology

Healthwatch IW. has a flourishing group of trained volunteers who are

authorised to undertake “Enter and View” visits under relevant legislation. As well
as having undertaken required screening checks, they are chosen for excellent
interpersonal skills and levels of empathy.

For this work plan, members of the volunteer group were invited to take partin a
series of visits to 9 GP Surgery waiting areas. They were given an
observation checklist and a scripted conversation.

The observation list was devised to ascertain whether complaints
procedures were accessible and visible. The Local Authority Social Services and
National Health Service Complaints (England) Regulations 2009 states that ‘Each
responsible body must make information available to the public as to:

(a) its arrangements for dealing with complaints;

and

(b) how further information about those arrangements may be

obtained’.

The script was to gain an insight into the level of staff knowledge
surrounding their local complaints procedure.

Following on from the visits to 9 GP practices
Healthwatch Isle of Wight have undertaken an
analysis of each of the Isle of Wight GP Practice
websites to look for complaints information.

Itis encouraging to
see that all practices
had made reference
to complaints on their
websites.




The Legislation—

The NHS was founded on a common
set of principles and values, and the
NHS Constitution establishes the
principles and values of the NHS in
England. It sets out rights to which
patients, public and staff are entitled,
and pledges that the NHS is
committed to achieving.

Complaints - What
can I expect?

It also sets out responsibilities, which the public, patients and staff owe to one
another to ensure that the NHS operates fairly and effectively. - NHS CHOICES.

Below is a list of relevant legal rights laid out in the NHS Constitution, that highlights
the responsibilities of the GP provider in relation to complaints processes, and your
rights when making a complaint;

*  You have theright to have any complaint you make about any NHS services
acknowledged within three working days and to have it properly investigated.

*  You have theright to discuss the manner in which the complaint is to be
handled, and to know the period within which the investigation is likely to be
completed and the response sent.

*  You have theright to be kept informed of progress and to know the outcome of
any investigation into your complaint, including an explanation of the
conclusions and confirmation that any action needed in consequence of the
complaint has been taken or is proposed to be taken.

*  You have theright to take your complaint to the independent Parliamentary
and Health Service Ombudsman or Local Government Ombudsman, if you are

not satisfied with the way your complaint has been dealt with

by the NHS.

*  You have theright to make a claim for a judicial
review if you think you have been directly
affected by an unlawful act or decision of an
NHS body or local authority.

*  You have theright to compensation where you
have been harmed by negligent treatment.

Your Rights

The Constitution also contains pledges that the NHS is
committed to achieve. Pledges go above and beyond legal rights.
This means that pledges are not legally binding but represent a
commitment by the NHS to provide comprehensive high quality
services.

Pledges as set out in the NHS Constitution that are relevant to GP complaints pro-
cesses, have been listed below;

*  Ensure that you are treated with courtesy and you receive appropriate
support throughout the handling of the complaint; and that the fact that you
have complained will not adversely affect your future treatment (pledge).

*  Ensure that when mistakes happen or if you are harmed while receiving
health care you receive an appropriate explanation and apology, delivered
with sensitivity and recognition of the trauma you have experienced, and
know that lessons will be learned to help avoid a similar incident occurring
again (Pledge).

*  Ensure that the organisation learns lessons from complaints and
claims and uses these to improve NHS Services.

The Legislation—
Pledges


http://www.nhs.uk/NHSEngland/thenhs/about/Pages/nhscoreprinciples.aspx
http://www.nhs.uk/NHSEngland/thenhs/about/Pages/nhscoreprinciples.aspx




Findings

How Do I?
As part of this work pla_n 9GP MAKE A COMPLIMENT AND COMPLAINTS

All doctors, nurses and staff aim to provide the most appropriate treatment, help or advice to meet the patient’s needs

Surgeries were Visited to look at any comments that you have for improving the senices we provide and constructive criticism is always welcome. We
suggestion box in the foyer of the medical centre or you can email to ventnormed entre@wek pondonce Rarely
C—5 o things go wrong and the practice operates a Complaints procedure. If you are dissatisified with any aspect of our senvice please ask
hOW Well they pl,IbllClse thelr to speak to our practice manager who will discuss it with you ’ ’

Complaints information Within Patients will be encouraged to complain in writing where possible, all complaints will be acknowledged in writing within 3 working
days of receipt, and should be resolved within a “relevant period” i.e. 6 months from the day on which the complaint was received
. Complaints will be treated in the strictest confidence. Patients who make a complaint will not be discriminated against or subject to
thelr Communal areas. any negative effect on their care, treatment or support. Where a complaint investigation requires access to patient's medical records

and involves disclosure of this information to a person outside the practice the practice manager will inform the patient or person
acting on their behalf

The roles of the Practice, NHS England, Clinical Commissioning Group (CCG) and Health Service Ombudsman with regard to patient
8/9 sur eries Were dis la in complaints, this includes the altemative facility for the patient to complain directly to the Patient Advice and Liaison Senvice (PALS)
g p V g The Independent Complaints Advocacy Senvice (ICAS), Citizens Advice Bureaux, NHS Choices, Health Watch, and the Care Quality
1 ﬂ t / t t o . Commission. Please see our leaflet for information on how to access these senices or telephone the reception
e e s pos ers Con a lng Period of time within complaints can be made:
. .
lnfo I l atlon on how to I I ake a 12 months from the date on which the event/incident which is the subject of the complaint occurred:; or
12 months from the date on which the event/incident which is the subject of the complaint comes to the complaint’s notoce.

complaint - 5 of which included
expected timescales.

you can obtain a copy of this information in larger print, different language or Braille, please let the receptionist know.

A A #
i A #

Upon speaking with reception
staff it was clear that all practices
had a complaints procedure in
place.

Although the regulations do not
explicitly state that posters and
leaflets must be available they do
state that the information must
be.

Healthwatch Isle of Wight would
strongly encourage all GP
Practices to display posters
containing complaints guides,
and are particularly keen to see
leaflets available to allow people
to take the information away
with them.

It isimportant to remember

that not everyone wants to tell
the receptionist they wish to
make a complaint and accessible
leaflets would reduce this issue.

After the visits reports were sent to
the 9 GP providers and these are
available by visiting the reports
section at;
www.healthwatchisleofwight.co.uk




Recommendations

Healthwatch Isle of Wight Recommend the following for Island GP
Practices:

1. Posters should be on display throughout the practice, outlining the
complaints procedure. They should clearly state all the information a person
would need to make a complaint, including advocacy support information

and potential timescales involved.

healthwatch

Isle of Wight

2.Leaflets should be available containing detailed information related to
making complaints, such as, timescales, advocacy support, the way the
complaint will be handled, what to do if you are unhappy with the outcome
of your complaint.

3. Leaflets should be available in other formats upon request.

Review

4. All staff within the practice should have knowledge of their
complaints procedures.

5.Practice websites should contain detailed complaints information to remove
the need for complainants to visit the practice.

A follow up of all

6. Staff should be aware of the statutory powers of the Healthwatch

recommendations will be Enter and View Function.

undertaken by
Healthwatch Isle of Wight
in September 2016
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Contact Us

Visit us in person;
Healthwatch Isle of Wight

Citizens Advice Bureau
Isle Help Advice Hub

7 High Street

Newport

Isle of Wight
PO301SS

Telephone: 01983 608608

Email: enquiries@healthwatchisleofwight.co.uk

www.facebook.com/HealthwatchIOW

Wwwiwittercom/HealthwatchIW

If you require this publication in another format please contact us
using one of the methods above.
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