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* These timescales are mandated by the SPSO (Scottish Public Service Ombudsman). 
Complaints Guidance 

Note 1

A complaint is an expression of dissatisfaction about our actions, inactions or standard of service.  Sometimes the expression of dissatisfaction will be labelled as a: complaint, comment, concern or feedback.  However, in practice they should all be treated the same way, since they all offer an opportunity to understand what matters to stakeholders and where we can make improvements.  
This complaints guidance does not apply to the following:

· Complaints from one NHS body to another.

· Complaints about a contract or arrangement for services.

· Complaints from employees relating to their employment contract.

· Complaints which have already gone to the Scottish Public Services Ombudsman for investigation.

· Complaints about requests for information under the Freedom of Information Act. 

· Complaints which are the subject of legal action.

· Complaints which are the subject of disciplinary action.

· Complaints which have already been investigated under an NHS complaints procedure.
Another policy that may be useful is the Copyright Dispute Guidance. 

Note 2

If you are dealing with a complaint, please inform your Directorate Complaint Leads.  They will be able to advise and support you during the complaint and will keep an anonymised record of the complaint on the Complaints Register.
Dental – Penny Crowe
Digital – John MacEachen
Equality & Diversity – Kristi Long

Finance – Gregor Player

GP Complaints – Muriel Russell

Medicine – Duncan Pollock
NMAHP – Sheila Findlay
Pharmacy – Gail McAllister
Psychology – Rosemary Porter
Workforce – Jacqueline Smith
Note 3

A straightforward complaint is one that is easily resolved, requiring little or no investigation. An ‘on-the-spot’ apology, explanation, or other action to resolve the complaint quickly might be all that is needed.  The emphasis is on providing an immediate response, or a response within five working days where a staff member needs to find our more before responding. Telephone or face-to-face contact is encouraged.  If in doubt, advice can be sought from Corporate Complaints at complaints@nes.scot.nhs.uk
Examples of complaints suitable for frontline resolution: 

-  A service that should have been provided has not been provided

-  A service has not been provided to an appropriate standard
-  A request for a service has not been answered/actioned

-  A complaint that a staff member was rude or unhelpful

All complaints should be dealt with confidentially, with only anonymised information being shared with colleagues.

A meaningful apology can often be the first step towards repairing the damaged relationship between NES and the complainant.  It can help to restore dignity and trust and help both sides move on to put things right.  It is important to remember that an apology is not a sign of weakness or an invitation to be sued.  To apologise is good practice and is an important part of effectively managing complaints.
In exceptional circumstances, a straight-forward complaint might take longer than 5 days.  If this happens, it’s important to let the complainant know of the altered timescales and pro-actively keep them informed of progress.
Note 4

Any member of staff receiving a complaint should consider four key questions:
i) What is the complaint?

ii) What does the complainant wish to achieve by complaining?

iii) Can I achieve this, or provide an explanation as to why not?

iv) If I can’t resolve this, who can I refer the complaint to for frontline resolution?
Note 5

The Corporate Complaints Team are responsible for investigating complaints in the following situations:
-  frontline resolution was attempted, but the complainant remains dissatisfied

-  the complainant refuses to engage with the frontline resolution process

-  the issues raised are complex and will require detailed investigation

-  the complaint relates to issues that have been identified as serious or high    risk/high profile 

The Corporate Complaints Team consists of: Donald Cameron, Karen Howe, Paula Duncan, Helen Allbutt and Rob Coward.  They can be reached at: complaints@nes.scot.nhs.uk
Any complaints relating to the application of NES’s Prevent policy or guidance should be treated as complex complaints and referred directly to the corporate complaints team.
Note 6

If the complainant is unhappy with the outcome from the frontline resolution, then the complaint should be passed to the Corporate Complaints Team.  They will investigate the complaint and respond in writing to the complainant within 20 working days.  If the complainant remains unhappy at this stage, they are entitled to contact the SPSO.
In exceptional circumstances, an investigation might take longer than 20 days.  If this happens, it’s important to let the complainant know of the altered timescales and pro-actively keep them informed of progress.
Note 7

All NHS organisations are required to keep a log/register of complaints received.  NES holds a central anonymised register of all complaints, which can be found here.  
GP Trainees – The lead organisations for handling, recording and reporting complaints or concerns about GP Trainees employed by NES is the GP Practice and NHS Board area in which they work.  We have a separate process for recording and handling complaints about GP Trainees and this includes regular monitoring to ensure appropriate and safe progress through training and to assess whether any of these complaints require improvements to the training and education processes for this staff group.  Further guidance on this type of complaint can be found here
Further information
Further support can be provided by the Corporate Complaints Team (Note 5).  The following links may also be helpful.
The NHS Scotland Complaints Handling Procedure (SPSO and Scottish Government)
SPSO Guidance on making an apology
learnPro training materials, including modules on: Value of feedback, Encouraging feedback & using it; NHS Complaints & feedback handling process; Value of Apology; Difficult Behaviour.
NES Feedback, Comments, Concerns and Complaints Guidance (Corporate Complaints)

Can I help you? Guidance from Scottish Government on handling feedback and complaints.
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Complaint received (this could be by phone, email, in person, social media or in writing).  Note 1


























Inform your directorate Complaints Lead. Note 2
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Is the complaint straightforward, easily resolved, requiring little or no investigation?  Note 3





Seek further guidance from Corporate Complaints. All complaints must be acknowledged within 3 working days and resolved within 20 working days* (except in exceptional circumstances).  Note 5





On-the-spot apology, explanation, or other action to resolve the complaint quickly.   If a complaint can’t be handled immediately, then acknowledge complaint as soon as possible (and always within 3 working days*). Check you have understood the complaint correctly & what outcome is being sought. Straightforward complaints should always be resolved within 5 working days*. Note 4





Is complainant satisfied with outcome? Note 6
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Log complaint on register. Note 7


Seek advice from Corporate Complaints, who will investigate and resolve within 20 working days. Note 5








Log complaint on register. Note 7








