THE LEEDS TEACHING HOSPITALS NHS TRUST

Patient Relations Department

PROTOCOL FOR HANDLING ALLEGATIONS OF DISCRIMINATION

We do state within the Trust’s NHS Complaints Policy and Procedure documents that no complainant will be discriminated against on the grounds of religion, gender, race/ethnicity, disability, age or sexual orientation or because they have complained.

If a formal complaint is made that such discrimination is alleged, this will be logged appropriately on the complaints database, datix and sent to the relevant Directorate for investigation in the normal way.  It is important that even if this is a sub-section of a main complaint, that this aspect is logged and coded on datix.

In the case of an allegation that someone has been discriminated against because they have complained, as well as following the procedure described above, the following should take place: -

· The Patient Relations Manager (PRM), or in her absence, the Patient Relations Co-ordinator (PRC), should be immediately informed

· The PRM/PRC will then review the complaint letter to decide what, if any, additional action may need to be taken

· This may involve contacting the complainant to seek additional information and to give them reassurance that such discrimination will not be tolerated and that the matter will be thoroughly investigated

· This may involve direct contact with a relevant person within the Directorate concerned to ask that this aspect of the complaint be expedited, so an early answer to the allegation can be determined

· This may involve asking a senior manager who is not directly involved in the area where the discrimination has been alleged, to instigate an investigation to have greater assurance of independence

· The PRM/PRC will record the allegations in a separate folder

Once the investigation has been completed, the complaint will be processed in the normal way and recorded accordingly.  However, in addition, the PRM/PRC will be informed of the outcome.  If the outcome has resulted in actions to be taken, the PRM/PRC will record these in the appropriate section of the separate folder.  In addition, where appropriate, all Directorates will be notified of the experience, to stress that such discrimination will not be tolerated and asked to ensure that relevant actions are taken within their Directorates to avoid this.
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