Patient Relations Department – Complaints Pack

PATIENT RELATIONS DEPARTMENT STAFF AND FUNCTIONS

Patient Relations Department

Trust Headquarters, St. James’s University Hospital, Beckett Street,

Leeds LS9 7TF

Tel:  (0113) 20 66261 – Minicom (0113) 20 66018

Fax: (0113) 20 66146 – E Mail patient.relations@leedsth.nhs.uk

Central Complaints Function – To ensure Trust compliance with statutory complaints regulations and to co-ordinate effective, good quality and timely handling of the complaints process across the Trust.  In addition, develop and deliver appropriate training for Trust staff.  The investigation of complaints is undertaken by designated staff within Divisional Directorates   

Patient Relations Manager – Karen Dunwoodie – Ext. 66582

Role – Has overall responsibility for managing the Trust’s complaints function and the staff within the Department.

Patient Relations Co-ordinator – Cath Forber – Ext. 67063

Role – Responsibility for managing the Trust’s local resolution complaints procedures with lead responsibility for reviewing responses to complaints and training.

Complaints Administrative Officer/Secretary – Tracy Richardson – Ext. 66018

Role – Provides full administrative and secretarial support to the complaints team.

Senior Patient Relations Officer – Anne Clark – Ext. 64604
Role – Responsibility for reviewing responses to complaints and processing Independent Reviews  

Patient Relations Officer – Catherine Hooper – Ext. 66262
Role – Responsibility for processing complaints received within the Trust.  Catherine covers the following: -

Medicine Division 
Urgent Care: - A&E; MIU; WiC; MSAA; CDU; GP Line; Inpatient Placement

Acute Medicine: - Acute Medicine/Medical RUs; Diabetes & Endocrinology; Older People; Occupational Therapy; Physiotherapy; Dietetics; Speech & Language; Podiatry 

Speciality Medicine: - Renal Medicine; Dermatology; GU Medicine; Infection/Travel Medicine; Chaplaincy; Clinical Psychology; Othotics; Wheelchairs; Prosthetics; Seacroft

Cardio-Respiratory: - Cardiology; Respiratory; Cystic fibrosis; Immunology 

Corporate: - Medical Director; Chief Nurse; Finance; Human Resources; Estates and Facilities; Informatics
Patient Relations Officer - Linda Birch - Ext 65052

Role - Responsibility for processing complaints received with the Trust and for processing re-opened complaints.  Linda covers the following: -
Women’s, Children’s, Head, Neck & Dental Division

Obstetrics & Gynaecology: -Obstetrics; Gynaecology and RMU

Children’s: - Critical Care (inc. PICU, Cardiology and Cardiothoracic); Secondary Paediatrics/Neonates; Medical Specialities; Surgical Specialties; Children’s AHPs
Head and Neck: - ENT; Audiology; OMFS; Ophthalmology

Leeds Dental Institute
Diagnostic and Therapeutic Services Division  
Radiology

Pathology: - Histopathology; Biochemistry; Clinical Genetics; Microbiology; Haematology

Medicines Management & Pharmacy

Medical Illustration

Patient Support Services: - Medical Records; Referral & Booking Systems; General Outpatients 
Patient Relations Officer – Norma Nicholson – Ext. 66261

Role – Responsibility for processing complaints received within the Trust.  Norma covers the following:-

Oncology & Surgery Division

General Surgery LGI: - Colorectal; Gastroenterology/Endoscopy; Breast & Endocrine; Vascular Surgery; Wharfedale

General Surgery SJUH: - Upper GI; HPB & Transplant; Thoracic; Urology

Non Surgical Oncology: - Non Surgical Oncology; Clinical Haematology; Palliative Care

Medical Physics

Leeds Cancer Centre

Specialist Surgery Division 
Theatres, Anaesthetics & Critical Care: - Theatres; Anaesthetics; Pain Management Service; Adult ICU; Critical Care Outreach; Resuscitation Service

Musculo-skeletal: - Trauma & Orthopaedics; Plastics; Rheumatology; Chapel Allerton

Neurosciences & Cardiac Surgery: - Neurosurgery; Neurology; Neuro Physiology; Rehabilitation Medicine; Cardiac Surgery
If staff/patients require complaints information out of normal working hours, there is a 24 hour answerphone system in place.  Any messages will be acted upon during the next working day – Tel:  0113 20 66261

It is important that all front line staff are aware of who to contact if a complaint escalates out of normal working hours.  Procedures should be in place within Directorates/ Corporate/Operational Service areas to ensure ‘out of hours’ contact details are known.

In line with Trust’s Procedure for Investigating and Resolving Complaints, it is important that all staff are made aware of the importance that patients, their relatives and carers are not discriminated against when complaints are made.

Catherine, Linda and Norma will be pleased to attend and become involved in any of the Directorate meetings for which they take responsibility, whenever complaints are under discussion.  Please contact them by phone or email to make the necessary arrangements.

Do not hesitate to contact any member of the Patient Relations Team if you would like information on any aspect of the complaints function, or if you would like to organise a specific complaints training event for any of your staff.
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