
Topics include

u Ensuring Complaints are integral to the improvement of the
service we provide 

u Learning from Complaints and meeting the national Complaints standard

u Learning from Complaints and concerns: the patient perspective

u Working together across boundaries: developing the
Complainant plan as the centre of the Complaints system                             

u Undertaking a Complaints review at a service level 

u Being open when managing Complaints 

u Complaints investigation: tools and techniques that can help

u Difficult issues in Complaints handling 

u Information sharing, governance, disclosure and confidentiality

u Safeguarding within the Complaints process

u Learning from Complaints: making real change

u Learning from 10 years of Complaints handling in independent healthcare

u Complaints and principles for remedy

Chair and speakers include:

Chris Bostock Head of Public and Patient Experience Department of Health

Suzannah Burden Complaints Lead The Care Quality Commission

Peter Whiteley Senior Investigator Local Government Ombudsman
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“ Instead of seeing complaints as a burden, or a distraction or something to be dealt with outside
the mainstream of service provision, we must see complaints as integral to the improvement of
the service we provide. Think about it – learning from our mistakes, listening to complaints,
comparing what we do, evaluating our performance and constantly seeking to improve our
quality – these are the features of the best-performing organisations in every sector – and they
are there in the best-performing NHS organisations already. I am determined to make the best
become the norm; and excellence becomes everyone’s expectation.”
DEPAR TMENT OF HEALTH, SPEECH BY THE R T HON ANDRE W LANSLEY CBE MP, SECRETARY OF STATE FOR HEALTH,

‘MY AMBITION FOR PATIENT-CENTRED CARE’, JUNE 2010

In March 2010 the Care Quality Commission released guidance regarding compliance entitled
‘Essential Standards of Quality and Safety’, Complaints has been listed as a key Care Quality
Commission Standard. This one day eighth national conference chaired by Chris Bostock Head of
Public and Patient Experience Department of Health is a practical guide to handling, resolving and
learning from Complaints for clinicians and managers in health and social care.The chairman opens the
conference with an introduction to the day and a presentation on ensuring Complaints are integral to
the improvement of the service we provide.

The morning continues with a presentation from Terri Bonnici and Sue Taylor General Practice
Complaints Adviser’s Medical Protection Society who will discuss, ensuring a more accessible
Complaints system across the pathway of care, developing the complainant plan and managing joint
Complaints; improving flexibility to build the Complaints response around the needs of the individual
and working together across the boundaries.

Jennie Negus Deputy Director of Nursing Homerton University Hospital NHS Foundation Trust will
deliver a presentation on implementing the Being Open Alert and framework locally, changing the
culture and developing organisation and frontline commitment to being open, ensuring openness for
incidents that involve no, minor or major harm and local initiatives to promote greater openness
when things go wrong, being open about harm related to omissions of care or treatment and how we
can monitor and assess implementation in practice and how being open could be used in social care.

“ Harmed patients and their families or carers must receive honest information, a full explanation,
an unequivocal apology and an undertaking that the harm done will not be repeated. While
the NHS has made progress in this regard, there is still too often a lack of frankness on all
these counts.”
THE GOVERNMENT RESPONSE TO THE HEALTH SELECT COMMIT TEE REPOR T ‘PATIENT SAFET Y ’, OCTOBER 2009

The conference concludes with a presentation entitled ‘Complaints and principles for remedy’ and
will discuss ensuring a fair and effective system and designing remedies.

Visit our website www.healthcare-events.co.uk or tel 020 8541 1399 fax 020 8547 2300



Chairman: Chris Bostock Head of Public and Patient Experience Department of Health

11.10 Questions and answer, followed by tea and exhibition at 11.20

15.40 Questions and answers, followed by tea and exhibition at 15.50

17.15 Close

10.00 Chairman’s Introduction – Ensuring Complaints are integral to the improvement of the service we provide

17.00 Chairman’s closing remarks: looking forward

10.20 Learning from Complaints and meeting the national Complaints standard

Suzannah Burden
Complaints Lead
The Care Quality Commission

� meeting the CQC Complaints standard

� linking with safeguarding

� ensuring compliance with all elements of the standard

� learning from Complaints investigations across health and social care

10.50 Learning from Complaints and concerns: the patient perspective

Jeremy Taylor
Chief Executive
National Voices

� what people want from an effective Complaints system

� involving people who complain to improve services and safety for others: empowering patients
and developing a shared approach

� how a good service and effective support can make all the difference

11.50 Working together across boundaries: developing the Complainant plan as the centre of the Complaints system

Terri Bonnici and Sue Taylor
General Practice Complaints Adviser’s
Medical Protection Society

� ensuring a more accessible Complaints system across the pathway of care

� developing the complainant plan and managing joint Complaints

� improving flexibility to build the Complaints response around the needs of the individual

� working together across boundaries: ensuring continuity and managing joint Complaints

12.20 Undertaking a complaints review at a service level

Dr Gary Cook
Director of Clinical Effectiveness Stockport NHS Foundation Trust
with Dr Sally Giles
Senior Research Fellow Bradford Institute of Health Research

� undertaking a Complaints review within a clinical service

� how many Complaints relate directly to adverse events?

� improving openness and learning the lessons

14.00 Being Open when managing Complaints

Jennie Negus
Deputy Director of Nursing
Homerton University
Hospital NHS Foundation Trust

14.25 Complaints investigation: tools and techniques that can help

Peter Whiteley
Senior Investigator
Local Government Ombudsman

� common pitfalls – and how to avoid them

� the Complaint plan

� gathering information

� analysis and evaluation

� the decision

14.50 Difficult issues in Complaints handling

a. Information sharing, governance, disclosure
and confidentiality

Penny Hill
Social Care Informatics Researcher and Member of the National
Information Governance Board for Health and Social Care

� litigation, police and disclosure

� freedom of information act requests and Complaints

� case studies and critical factors to be aware of

b. Safeguarding within the Complaints process

Shirley William
Independent Chair
Blackburn and Darwen Safeguarding Board and
Complaints Investigator/Panel Chair in North West

� managing Complaints that involve vulnerable adults

� understanding when to implement a safeguarding alert

� ensuring effective partnership working to safeguard without compromising autonomy

� the use of advocates to support vulnerable people

16.00 Learning from Complaints: making real change

Richard Walter
Complaints Officer
NHS Lothian

� analysing individual and aggregate Complaints information to inform change

� ensuring frontline staff are empowered to resolve problems as they arise

� demonstrating reflection on Complaints for clinical revalidation and development

� learning from Complaints and improving communication of Complaints outcomes

16.25 Learning from 10 years of Complaints handling in independent healthcare

Sally Taber
Director Independent Healthcare Advisory Services
and Independent sector representative
UK Revalidation Implementation Board

� learning from the independent healthcare sector

� identifying recurrent issues and concerns

� managing Complaints about clinicians

12.50 Questions and answers, followed by lunch and exhibition at 13.00

� implementing the Being Open Alert and framework locally

� changing the culture and developing organisation and frontline commitment to being open

� ensuring openness for incidents that involve no minor and major harm: local initiatives
to promote greater openness when things go wrong

� how being open can aid frontline remedy and resolution

� being open about harm related to omissions of care or treatment

� how can we monitor and assess implementation in practice and how being open could be
used in social care

16.40 Complaints and principles for remedy

Francis Lyons
Partner
Capsticks Solicitors

� principles for remedy: financial and other remedies available

� ensuring an fair and effective system

� designing remedies: examples in practice
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Conference Registration

Visit our website www.healthcare-events.co.uk or tel 020 8541 1399 fax 020 8547 2300

For more information contact Healthcare Events on 020 8541 1399 or email naomi@healthcare-events.co.uk

M
D

30
40

Venue
76 Portland Place, London, W1B 1NT. A map of the
venue will be sent with confirmation of your booking.

Date
Wednesday 10 November 2010.

Conference fee
£365 + VAT (£428.88) for NHS, social care, private
healthcare organisations and universities.

£300 + VAT (£352.50) for voluntary sector/charities.

£495 + VAT (£581.63) for commercial organisations.

The fee includes lunch, refreshments and a copy of the
conference handbook. VAT at 17.5%.

Group rates
A discount of 15% is available to all but the first
delegate from the same organisation, booked at
the same time, for the same conference.

Terms and conditions
A refund, less a 20% administration fee,
will be made if cancellations are received,
in writing, at least 4 weeks before the conference.
We regret that any cancellation after this time
cannot be refunded, and that refunds for failure to
attend the conference cannot be made, but
substitute delegates are welcome at any time.

Accommodation
On confirmation of your booking you will receive
details of accommodation.

Confirmation of booking
All bookings will be confirmed by email, unless stated
otherwise. Please contact us if you have not received
confirmation 7–10 days after submitting your booking.

Exhibition
If you are interested in exhibiting at this event,
please contact Gemma Belford on 020 8541 1399
or email gemma@healthcare-events.co.uk

Credits
This conference is recognised by the Good Governance
Institute, approved by the Association of Surgeons
Great Britain and Ireland and accredited by the Royal
College of Physicians, London and Royal College of
Nursing Accreditation Unit.

*This offer is exclusive to online credit card bookings and cannot
be used in conjunction with any other Healthcare Events offer.
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All of our brochures are made from
paper manufactured from sustainable

forests. Once you have finished with
this brochure please recycle the paper.

Healthcare Events reserve the right to make changes
to speakers and programmes without prior notice.
© Healthcare Events Ltd 2010.

We occasionally release your details to companies sponsoring
or exhibiting at our events. If you DO NOT wish to receive
information from these companies, please tick this box

The information you provide will be held on the Healthcare Events’ database
and may be used to update you with details of other events that we organise.
If you DO NOT wish to receive this information, please tick this box

Fax the booking form to
020 8547 2300

www.healthcare-events.co.uk
Post this form to Healthcare Events
2 Acre Road, Kingston, Surrey KT2 6EFHow to book

Your details (Please complete a new form for each delegate. Photocopies are acceptable)

By invoice Please send an invoice to

By cheque A cheque for is enclosed

Please make cheques payable to: Healthcare Events Ltd. Cheques can be £ or Euros (1 Euro = £0.90)

Payment

Name (IN BLOCK CAPITALS)

Organisation

Address

Postcode

Purchase order number if applicable

Dr Mr Mrs Ms

First name

Surname

Job Title

Department

Organisation

Address

Postcode

Telephone

Fax

Email

Please write your address clearly as confirmation will be sent by e-mail.

If you prefer confirmation by post please tick this box.

Please also ensure you complete your full postal address details for our records.

Please specify any special dietary or access requirements

By BACS
For payments in £: Sort Code 16-22-24 Account No. 10111198
For payments in Euros: Sort Code 16-10-90 Account No. 10048291

� Please send your BACS remittance form as confirmation of payment

� Your BACS reference

By credit card Please debit my Visa/Mastercard/Switch

Cardholder’s name

Card No.

Valid from Expiry date

Issue No. (Switch only)

Card security code

Signature

Card billing address

For office use only

This form must be signed by the delegate or an authorised person
before we can accept the booking
(By signing this form, you are accepting the terms and conditions below)

Name

Signature

Date

(This is the last three digits of the number
printed on the back of your card)

All sections must
be completed

(Please circle)

Conference
documentation

I cannot attend the conference but would like to receive a CD containing the
conference handbook material, which includes speaker slides, at £69 each.

The CD will be sent out after the conference, please fill in the
‘Your Details’ section above for delivery, and the ‘Payment’ section.

Book online via credit card
and receive a 10% discount* �


