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The Ombudsman - who we are,
what we do

How we investigate complaints
The NHS Complaint Standards.
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Who we are (@

Parliamentary B N
Commissioner Act 1967 « =~ &7

Health Service
Commissioners Act 1993

18%

Complaints about UK
government
departments and
public organisations

Complaints about the
NHS in England
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http://www.legislation.gov.uk/ukpga/1967/13/introduction?view=plain

What we do - NHS complaints O st
second and final stage

* Under Regulation 14(2)(c) and Regulation 14(2)(d), the
local response must tell the complainant of their right to
take the complaint to the Ombudsman

The Local Authority Social Services and National Health Service Complaints
(England) Regulations 2009



Our numbers - 2021-22 O et
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« 122,367 enquiries received DS

« 26,043 complaints were not ready for us

« 36,614 decisions were made, including:
— 29,213 decided after initial checks J
— 29 cases resolved through mediation e bt

— 6,760 decided at primary investigation <o
— 612 decided after detailed investigation
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Our customers

Performance

Who uses the Ombudsman’s service 2018-19 2019-20 2020-21 2021-22
Male 43% A7% 48% 46%
Fernale 57% 53% 52% 54%
18-34 142 1524 1434 18%
35-54 42% 43% 42% 7%
55-74 38% 3182 36% 39%
75+ 6% 434 8% 6%
People with disabilities 44% 42% 45% 39%
Mon-disabled 562 58% 55% 6124
ASIBI'.L Black, Mixed Ethnicity and Other 7% 6% 19% 18%
Ethnic Group

White 83% 84% 81% 82%
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Recommendations in 2021-22 O &

We made 294 service improvement
We recommended 361 apologies recommendations

We recommended 85 other actions to Financial remedy
put things right recommendations totalled
£265,656
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Our casework process - first ste@g

e First contact

e QOur staff consider:
o Has local resolution finished?
o Is it in remit?
o Is it properly made?

o Is dispute resolution
appropriate?
DEEE
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Our casework process - should we O e

investigate?
* |s there a case to answer?

indication of an injustice or hardship
arising from a possible failure in service
that has not yet been remedied

« Can it can be resolved quickly?

* Proposal to investigate

DEER



Our casework process - O SR e
investigation

How we gather evidence

 from both sides

e opportunity to tell us what lay
behind clinical decision making

* clinical records

* CCTV, phone records

* Witness statements, visits,

interviews
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Our casework process -
investigation

* Our approach

We look to see if what happened was in keeping
with relevant regulations, standards, policies and
published guidance.

* Our decision

If it wasn’t, we look to see how significant the
shortfall is and what impact it has had and, if it has
caused hardship or injustice, has that already been
remedied by the organisation.
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The Ombudsman’s
Clinical Standard
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Summary of expectations

The NHS
Complaint
Standards

Spring
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Research found three core issues:
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No consistency

No core training/support

Making Complaints Count:

Supporting complaints handling
in the NHS and UK Government
Departments

Complaints not valued

13
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My Expectations

A user-led vision for raising concerns and complaints

0 fdtconfidemt | 0 tfekethatmakinemv | @B felttistenedtoand | " 1felt that mveomolaint | |wouldfeel confident

| felt confident
to speak up.

Considering a
complaint

1 knew | had a right te
cormplain

| was made aware of how
to complain fwhen | first
started to receive the

service)

lunderstood that | could
be supported to make a
complaint

1l knew for certain that

my care would not be
compromised by making a
complaint

anibEa,
a* ay

I felt that making my
complaint was simple.

Making a
complaint

| felt that | could have ratsed
riy concems with any of the
members of staff | dealt with

I'was offered support to help
me make my complaint

| was able to communicate my
cancerns in the way that | wanted

| krew that iy CONCerns wene
taken seriously the very first time
| raised them

| was able to make acomplaint
at atime that suited me

smay
ant .
.t e

) ifeltlistened to and

understood.

Staying
informed

= | felt that responses were

persanal ta me and the specific
nature of my complaint

= | was offered the choice

to keep the details of my
complaint anonymaous and
confidential

» | feltthat the staff handling
my complaint were also
empaowered to resolve it

| felt that my complaint : s
de a diff o making a complaint in
the future.
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Reflecting on
the experience

Receiving
outcomes

",
Taikant

= | would complain again, if |
felt | needed ta

particular case and complain « 1 felt that my hn
= | was told the outcome of my had been handled fairly
complaint in an appropriate - 1 would happily advise and

mmanner, inan appropriate place,

by an appropriate persan encourage others to make

a complaint if they felt

= | felttha the outcomes | they needed to
received directly addressed my
carnplaints) ’ Y = | understand how
- complaints help to
= | feel that my views on the improve services
appropriate outcome had been

taken into account
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#MakeComplaintsCount
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Welcoming
complaints in a
positive way
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Promoting a just and

,\C!) 7 learning ciittre 5ﬁ©

Giving fair and .
Being thorough

and fair

accountable
responses
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Three Steps O B

Ombudsman

Model complaint  How to work with your team and
handling procedure .
for providers of resolve complaints early where you
NHS services in
England can
« If needed, how to carry out a full

Pilot draft March 2021

and fair investigation

« If something has gone wrong, how to

& ‘ put things right and ensure learning
is captured, embedded and services

. . . improve




How will this help?

NHS Complaint
Standards

Summary of expectations

* One set of Standards and one
procedure for all of the NHS to
follow so everyone is clear

 Focus on working together and
i supporting colleagues to resolve
complaints as they arise, saving
time and resources

* Focus on learning and improving
services for everyone




Free Complaint Standards

training

Certificate of Achievement

This is to certify that

Complaint Standards Training

has completed the course

How to recognise and resolve complaints early (live online)

. Thursday 23 March 2023
Crednt hours: 3
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CPD certified

Ombudsman
approved
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Embedding
the Standards
in our
casework

Search complaints about the
NHS in England




Casework trial update (O S

Ombudsman

 We are embedding the Complaint UK Central Government.
: Complaint
Standards into all of our casework Standards
* This is a staggered roll out Bt

* Once finalised, we will share our
approach so that organisations will
know how we are applying the
Standards to the complaints we receive

Insependerce

DEER



Casework trial update (O S

Ombudsman

« We will use the Standards as a reflective

guide for good practice in complaints Coreripinalnt

handling, rather than a stringent Standards
Summary of expectations

‘rulebook’ o

* We will refer to the Standards in an
advisory way, particularly referring to
them in any recommendations we may
make on improving complaint handling

DE O



Casework trial update (O S

Ombudsman

* We will continue to work with UK Central Government
: Complaint
stakeholders to determine how PHSO Standards
will report on progress in embedding B et A

the Complaint Standards ensuring we
highlight best practice alongside
reporting on broad themes we have
seen on complaints handling through
our casework.

DE O




The NHS Complaint Standards, model complaint handling procedure and
guidance set out how organisations providing NHS services should approach
complaint handling. They apply to NHS organisations in England and
independent healthcare providers who deliver NHS-funded care.

Building on the good practice that already exists, they provide a consistent approach to complaint handling
across the MHS. They will:

# helpyour arganization deliver what zarvice uzers want whan they make 3 complaint
s zupport staff to deliver good complaint handling day in, day out.
Here are some steps to get you started with using the MHS Complaint Standards.

NHS Complaint Standards Model complaint handling procedure

Find out laint Standards e wplaint handiing
and re 3 = ndards will be put

D.
Com l.a"'lt #MakeComplaintsCount
Standards
NHS
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You can find the
procedures and
guidance on our
website.

www.ombudsman.org.uk/complaint-standards



Community of practice O

e Share experiences with other NHS organisations
e To join, email Liaisonmanagers@ombudsman.org.uk

2 FutureNHS



mailto:Liaisonmanagers@ombudsman.org.uk
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Website
www.ombudsman.org.uk

Helpline

0 @PHSOmbudsman
Parliamentary and
0345 015 4033 .
8.30 - 5.00 Monday to Thursday ® o Health Service

8:30 -12:00 Friday Ombudsman

Email
liaisonmanagers@ombudsman.org.uk @ @ Radio Ombudsman Podcast




