Patient Relations Department – Complaints Pack

CHECKING AND REVIEWING WRITTEN RESPONSES TO COMPLAINANTS

Those responsible for composing or reviewing the final response letter to a complainant should go through the following checklist before it is returned to the Patient Relations Department.  This is important to meet an appropriate quality standard and avoid delays in having the letter returned to be re-written.

Check for factual accuracy: -

· Is the letter addressed to the correct person?

· Is the name and address correct?

· Is their reference quoted (MPs and Solicitors, etc.)

· Is the letter dated (this needs to be enough days in advance to match closely to the day the covering letter will be signed by the C.E. In addition, Secretaries need to take account of when it will actually be signed within the CMT)

· Who is the letter coming from (A.D.O; Matron; other professional)?

· Are all those who have been involved in supplying information as part of the investigation, including Clinicians, happy/agreeable that the facts in the final letter are accurate?

Spelling and Grammar: -

· Does the letter read well – is it good English?

· Are there any typographical or grammatical errors?

· Is there any jargon used – has it been explained or is there a better way of explaining this?

· If abbreviations are used, have they been explained in full on their first reference?

· Are facts and figures used and do they need to be checked?

Check the tone of the letter: -

· If the response is late, has this fact been acknowledged with a reason explained and an apology given, at the beginning of the letter?

· Have we acknowledged the concerns raised by the complainant?

· Is the letter defensive? 

· Is the letter patronising?

· Have we tried to baffle the complainant with lots of unnecessary technical/clinical jargon?

· Is any necessary technical information explained?

· Does the letter appear clinical and cold?

· Have we simply quoted information from the medical records?

· Have we given a full history instead of focussing on the issue raised?

· Have we been honest and open?

· Have we apologised where appropriate, without sounding insincere – should not be left until the end of the letter.

· Where appropriate, have we thanked the complainant for their feedback and explained what actions/changes will occur as a result.

· Where appropriate, have we offered to speak to the complainant (giving contact name and number), or offered an opportunity of a meeting.

· Have we provided a contact name and number if the complainant has further concerns?

Have all the issues raised by the complainant been answered?

· Has each issue raised in the complainant’s letter been cross-checked with answers/explanation in the response?  If any item has been missed out/overlooked, the complainant is very likely to come back!

· Have these been addressed in a logical fashion?

· Has the real point of the complaint been missed? – Not always easy to grasp from reading the complainant’s letter.

Risk Management Issues

· Does the complaint raise a clinical treatment, care, or possible legal issue?

· If so, it may be helpful to discuss this with staff in the Risk Management Department.  Consideration will be given to this aspect at the reviewing stage within the Patient Relations Department

Clinical Governance Issues

· Are there lessons to be learnt from the complaint?

· Has the learning from the complaint been shared within the CMT?

· If appropriate, has the learning been shared across the Trust?

· Have all promised actions been logged/documented, with a system in place to ensure they will be undertaken?

· Once promised actions have been carried out, is there auditable, documented evidence to demonstrate such actions have actually been undertaken and has this been relayed to the Patient Relations Department?

REMEMBER:

The first couple of paragraphs and the final paragraph have the greatest impact.

Try to put yourself in the complainant’s shoes.  Would you be pleased with the letter if it dropped onto your doormat?
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