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	Purpose of the Report
	To present information on the current performance position of responding to complaints in accordance with the Putting Things Right Guidance on dealing with concerns about the NHS - 2011 (PTR Guidance).


	Key Issues
























	At the time of working this report, 1st October 2024 a total of 205 complaints remain open over 30 working days.

The PTR Guidance recognises that complex complaints and or complaints which require an external report will take longer and the performance target for responding to complaints is 75% of complaints received should be responded to within 30 working days.

Where complaints are not responded to within the timescale then it is important to ensure the complainant is regularly communicated with in terms of regular updates and expected timescales on when they can expect to receive their response.

The Duty of Candour was introduced on 1st April 2023 and the Health Board, like all other health organisations in Wales absorbed the requirements within existing resources.

[bookmark: _Hlk180611057]There has been national recognition of the need to revisit how the NHS responds to complainants and Welsh Government has conducted a public consultation into the changes needed to the Putting Things Right NHS complaints system.  They are currently working with key NHS stakeholders to develop the necessary changes to the process and Regulations following the consultation. It is envisaged that the changes will be brought into force in 2025.  The Committee will be updated on the proposed changes once they are shared with the NHS organisations.


	Specific Action Required 
(please choose one only)
	Information
	Discussion
	Assurance
	Approval

	
	☒	☒	☒	☐
	Recommendations

	Members are asked to:
· CONSIDER the complaints performance, actions in place to monitor the position and support improvement; and 
· AGREE to receive an update on the proposed national changes to the complaints process once made available from Welsh Government.



 Report on Complaints Performance

1. INTRODUCTION
This report provides performance information relating to the current position of complaints which remain open over 30 working days.  The Putting Things Right Guidance sets out that complaints should be responded to within 30 working days, although recognises that complex concerns can take up to 6 months and in such circumstances then the Health Board must keep the complainant up to date with the investigation and expected timeline for the response to be received.

2. BACKGROUND
Complaints are managed in line with the National Health Service (Concerns, Complaints and Redress Arrangements) (Wales) Regulations 2011.
The Regulations were established to review the existing processes for the raising, investigation of, and learning from concerns.  Concerns are issues identified from patient safety incidents, complaints and, in respect of Welsh NHS bodies, claims about services provided by a Responsible Body in Wales.  
The principles for the handling and investigating of complaints incorporate that they are dealt with in an efficient open manner. The complaint is investigated thoroughly and the person notifying the Health Board of their complaint receives a timely and appropriate response.
All NHS organisations are accountable for the quality and safety of care provided to their respective populations.  The person raising the concern needs to know that they are being listened to and that their concern is being taken seriously. The principles of being open should be at the centre of the Putting Things Right arrangements and supports improvement and learning. Complaints should be investigated appropriately and proportionately with actions taken accordingly, in line with concerns/redress regulation requirements
3. Complaint Performance
The Welsh Government target is for Health Board’s to respond to 75% of complainants within 30 working days.  Graph 1 shows the Health Board’s performance in responding to complaints since August 2023. The Health Board performance for July 2024 was 66%.




A number of factors are resulting in organisations ability to respond to more complainants within the 30 working days which includes:

· Health organisations are seeing an increase in complex complaints and consideration is being given on an All Wales approach in terms of how to support the investigations and response to these complex matters.
· Introduction of Duty of Candour which has been absorbed into existing resources for investigating complaints and incidents.

There has been national recognition of the need to revisit how the NHS responds to complainants and Welsh Government has conducted a public consultation into the changes needed to the Putting Things right NHS complaints system and are currently working with key NHS stakeholders to develop the necessary changes to the process and Regulations following the consultation. It is envisaged that the changes will be brought into force in 2025.  The Committee will be updated on the proposed changes once they are shared with the NHS organisations.

4. GOVERNANCE AND RISK ISSUES
Persons raising a complaint need to be confident lessons have been learned and that they will receive a timely investigation and response to their complaint. Complaint’s responses undergo scrutiny and an assurance process at Service Group level with a nominated senior person agreeing final sign off for the complaint response. Delays in commencing investigation of complaints can risk serious occurrence that have caused harm to a Patient are not identified early enough for learning to be shared and appropriate action taken. Complainants become dissatisfied with a complainant response not being received and contact the Ombudsman office this may lead to the Health Board receiving and increase in contacts from the Ombudsman office and Ex gratia financial payments for complaint delays having to be made.

The Table below sets outs the 205 overdue complaints by timescale:

	Complaints Open Over 30 Working Days
	142

	Complaints Open Over 6 Months
	36

	Complaints Open Over 1 Year
	17

	Total Open over 30 Working Days
	205




The Corporate complaints team monitor these closely and send out bi-weekly reports to each Service Group requesting updates on all overdue complaints. Bi-weekly meetings are also held with each Service Group where these cases are discussed.

These overdue cases are reported in the following meetings;

· Monthly Service Group performance reviews
· IQPD
· Monthly Patient Experience and Stakeholders group meeting 
· Monthly Compliance group meeting 
· Weekly exec huddle (reported monthly)
· Bi-weekly complaints drop-in sessions for Service Groups to discuss complex cases
· Concerns and Redress Assurance Group (CRAG) meetings where complaint responses are reviewed with the Service Groups

Complaint’s training is also provided throughout the Health Board by the Corporate team which includes the different timescales under the ‘Putting Things Right’ Guidance. Emphasis is given to those complaints that may be more complex to resolve and cannot be responded to within 30 working days. Staff are reminded that if that is the case, they should be providing regular meaningful updates to the complainant.
 
5.  FINANCIAL IMPLICATIONS
Yes (Ex -gratia payments being made in recognition of the delay in a complaint response being received) 

6. RECOMMENDATION
Members are asked to:
· CONSIDER the complaints performance, actions in place to monitor the position and support improvement; and 
· AGREE to receive an update on the proposed national changes to the complaints process once made available from Welsh Government.




	Governance and Assurance


	Link to Enabling Objectives
(please choose)
	Supporting better health and wellbeing by actively promoting and empowering people to live well in resilient communities

	
	Partnerships for Improving Health and Wellbeing
	☒
	
	Co-Production and Health Literacy
	☒
	
	Digitally Enabled Health and Wellbeing
	☐
	
	Deliver better care through excellent health and care services achieving the outcomes that matter most to people 

	
	Best Value Outcomes and High Quality Care
	☒
	
	Partnerships for Care
	☒
	
	Excellent Staff
	☒
	
	Digitally Enabled Care
	☐
	
	Outstanding Research, Innovation, Education and Learning
	☒
	Health and Care Standards

	(please choose)
	Staying Healthy
	☒
	
	Safe Care
	☒
	
	Effective  Care
	☒
	
	Dignified Care
	☒
	
	Timely Care
	☒
	
	Individual Care
	☒
	
	Staff and Resources
	☒
	Quality, Safety and Patient Experience 

	 Delays in providing responses does not provide a positive experience for the complainant. They are already dissatisfied with the service the Health Board had prescribed and further delays in a response being received exacerbates the situation for the complainant and causes reputational damage for the Health Board and lacks demonstrating the Health Board values,

	Financial Implications

	Yes 

	Legal Implications (including equality and diversity assessment)

	The Health Board is required to manage complaints locally under the ‘Putting Things Right Policy’ according to the National Health Service (Concerns, Complaints and Redress Arrangements) (Wales) Regulations 2011

	Staffing Implications

	None


	Long Term Implications (including the impact of the Well-being of Future Generations (Wales) Act 2015)

	


	Report History
	First report presented on this issue 


	Appendices
	N/A



Complaints Monthly Performance %

45139	45170	45200	45231	45261	45292	45323	45352	45383	45413	45444	45474	0.71	0.62	0.74	0.55000000000000004	0.69	0.72	0.69	0.71	0.74	0.73	0.7	0.66	
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