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Recommendation 
 
The NHS Board is asked to note the introduction of a revised national complaints handling 
procedure and the actions being progressed to ensure a smooth transition from 1 April 
2017. 
 

 

Summary 
 
A revised NHS complaints handling procedure (based on the SPSO model complaints 
handling process) will be introduced on 1 April 2017.  This paper outlines the revised 
requirements of the new process and the actions being progressed to ensure a smooth 
transition from 1 April 2017.  This paper also considers the implications for Health and 
Social Care Partnerships who are working towards alignment of health and social care 
processes for the management of complaints. 
 
Key Messages: 
 

 A revised NHS complaints handling procedure (based on the SPSO model complaints 
handling process) will be introduced on 1 April 2017. 

 NHS Ayrshire & Arran has already adopted a two stage approach to the handling of 
complaints with a focus on early engagement and early resolution. 

 A number of actions are being progressed to ensure compliance with the revised 
guidance from 1 April 2017. 

 

 

Glossary of Terms  
ISD 
SGHD 
SGHSCD 
SPSO 

Information Services Division 
Scottish Government Health Directorate 
Scottish Government Health & Social Care Directorates 
Scottish Public Services Ombudsman 
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1. Situation  
 
A revised Scottish NHS complaints handling procedure (based on the SPSO model 
complaints handling process) will be introduced on 1 April 2017.  This paper outlines the 
revised requirements of the new process and the actions being progressed to ensure a 
smooth transition from 1 April 2017.  This paper also considers the implications for Health 
and Social Care Partnerships who are working towards alignment of health and social care 
processes for the management of complaints. 
 
2. Background  
 
The Patient Rights (Scotland) Act 2011, together with supporting legislation, introduced the 
right to give feedback, make comments, raise concerns and to make complaints about 
NHS services.  It also places a duty on NHS boards to actively encourage, monitor, take 
action and share learning from the views they receive.  The Scottish Health Council’s 2014 
report ‘Listening and Learning - How Feedback, Comments, Concerns and Complaints 
Can Improve NHS Services in Scotland’ recommended that a revised, standardised 
complaints process for NHS Scotland should be developed building on the requirements of 
the legislation, and ‘Can I Help You?’ guidance for handling and learning from feedback, 
comments, concerns or complaints about NHS health care services.  The revised 
procedures deliver on that recommendation by explaining to staff how to handle NHS 
complaints.  Another document, the customer facing complaint procedure, provides 
information for the person making the complaint on the complaints procedure.  Together, 
these form the NHS model complaints handling procedure that will take effect from 1 April 
2017. 
 
A revised complaints procedure, which formed part of a Feedback and Complaints Toolkit, 
was implemented across NHS Ayrshire & Arran in October 2015.  The revised procedure 
reflected the proposed changes to the NHS complaints process, with a focus on early 
engagement, early resolution. 
 
3. Assessment  
 
The substantial changes to the existing NHS complaints procedure is as follows: 
 
The revised procedure envisages two stages: 

 

 A five day “early/frontline resolution” stage through which a “straightforward” complaint 
can be handled and responded to by any member of staff.  Data relating to such 
complaints must be recorded and reported. 
  

 A 20 day “investigation” stage for complaints that have not been resolved at 
“early/frontline resolution” or are “complex”.  Such complaints would be handled by 
complaints management staff. 

 
The current Feedback and Complaints Toolkit and Ayrshire and Arran Health and Social 
Care Partnerships Policy for Managing Customer Feedback:  Service Requests, 
Comments, Concerns and Complaints have already included the two stage approach.  
 
An action plan has been developed to ensure the requirements of the SGHSCD guidance 
are met by NHS Board and Primary Care service providers by 1 April 2017.  The following 
actions are being progressed: 
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 A revised dataset is being introduced by ISD to permit capture of data associated with 
both stages of the revised procedure.  The DATIX system will be upgraded and ISD are 
leading on this nationally.  However, it is thought unlikely that this will be in place as of 1 

April 2017.  There is therefore likely to be a period of retrospective data entry and/or 
double-running, or data gap for this time period.  

 

 The Feedback and Complaints Team are working with the Primary Care Development 
Team to engage with all independent contractors (and professional committees) to 
deliver a smooth transition from 1 April 2017. 

 

 The current complaints handling guidance and patient/public information is being 
reviewed and updated to reflect the revised complaints handling procedure and 
additional information requirements.  

 

 Performance reporting is being revised to reflect the changes in the guidance. 
Performance in relation to complaints handling currently has two indicators: percentage 
of complaints acknowledged within three working days; and percentage of complaints 
replied to within 20 working days.  The planned revised procedure will have three main 
indicators: the above plus the percentage of complaints resolved within five working 
days.   

 

 Within the Health and Social Care Partnerships it has been agreed that a single policy 
for the management of Managing Customer Feedback: Service Requests, Comments, 
Concerns and Complaints will be adopted (part of the Clinical and Care Governance 
Framework).  This policy sets out the principles and standards by which the 
Partnerships will manage their Feedback Procedure.  It recognises the requirement to 
align existing NHS and Local Authority processes in the short term (as outlined in each 
Integration Scheme) with a view to a fully integrated process in the medium term 
(recognising the need for a legislative change to social care complaints, which is 
anticipated in April 2017).  This policy will also be updated to reflect the requirements of 
the new procedure.  This policy also delegates sign off for complaints from the Chief 
Executive to the Chief Officer of each Partnership. 

 
4. Recommendations  
 
The NHS Board is asked to note the introduction of a revised Scottish NHS complaints 
handling procedure and the actions being progressed to ensure a smooth transition from 1 

April 2017. 
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Monitoring Form 
 

Policy/Strategy Implications 
 

Effective feedback, comments, concerns and 
complaints handling and improvement supports the 
delivery of the Healthcare Quality Strategy. 
  

Workforce Implications 
 

None Identified. 

Financial Implications 
 

None Identified. 

Consultation (including 
Professional Committees) 
 

Engagement with stakeholders (including professional 
committees) will continue on a planned basis until the 
introduction of the revised complaints process. 

Risk Assessment 
 
 

Failure to have in place and to maintain an appropriate 
feedback, complaints and quality focus could have a 
significant impact upon NHS Ayrshire & Arran’s ability 
to demonstrate compliance with the revised SGHD 
procedure.  
 

Best Value 
 

- Vision and leadership 
- Effective partnerships 
- Governance and 

accountability 
- Use of resources 
- Performance management 
 

This will support the requirements of the Patient Rights 
(Feedback, Comments, Concerns and Complaints) 
(Scotland) Directions 2012.  
The delivery of an effective process for patient 
experience including feedback, comments, concerns 
and complaints will support the Board’s commitment to 
safe, effective and person centred care. 

Compliance with Corporate  
Objectives 

This activity supports the delivery of high quality care 
and treatment to every person every time and delivers 
efficient and effective services within budget and to 
develop a culture of continuous improvement. 

Single Outcome Agreement 
(SOA) 
 

Partnership Working is supported. 

Impact Assessment Not required due to the nature of the paper. 

 


