



	
CITY HOSPICE
COMPLAINTS & CONCERNS POLICY




1. Policy Aim

[bookmark: _Hlk105748143]City Hospice aims for high standards in service delivery and welcomes feedback from patients, families, visitors, and anyone who works or volunteers with us or is affected by any of our services.  Such feedback is invaluable in helping us evaluate our services and continually improve our patient and family’s experience.

There may be occasions when people feel dissatisfied or concerned about aspects of the services we provide.  City Hospice is committed to maintaining high standards of safe and effective care.  All concerns or complaints received will be examined to determine any action that needs to be taken to avoid a recurrence and, where appropriate, learning will be shared across the organisation and externally if relevant.

The policy aims to afford individuals the opportunity to approach City Hospice with a concern or complaint in the full knowledge that: 
· the concern or complaint will be taken seriously.
· the concern or complaint will be dealt with in an appropriate, consistent, and fair manner.
· those who raise a concern or complaint will be treated with dignity and respect.
· differing points of view will be listened to and investigated properly and without prejudice.
· agreed communication timescales are in place and will be communicated to the individuals, removing any additional concern relating to “not knowing what is happening”?
· a formal appeals procedure exists in the event that the complaint cannot be resolved satisfactorily for all parties.
· where deficiencies in care or services have occurred, City Hospice will acknowledge them, apologise, explain what went wrong and ensure any improvements to prevent a recurrence in the future. 
· concerns or complaints are monitored and used to continually improve our services.

The Policy will take into account the different requirements to meet specific standards set by regulators, including Cardiff & Vale University Health Board, the Fundraising Standards Board, Charity Commission, and any other regulatory bodies including the Information Commissioners Office. 

Data Subject Access request forms are contained in the Data Protection Policy.

2. Scope

[bookmark: _Hlk105751223]This Policy applies to all concerns or complaints made against the service provided by Employees and Volunteers working at City Hospice. This includes both clinical and non-clinical issues raised by Patients, their Relatives and Friends, Visitors to the Trust or members of our team - Employees or Volunteers. 

3. Concerns and Complaints

A concern can be something that causes worry or anxiety to an individual.  Any specific concerns should be recorded by the appropriate Manager who will support staff to ensure that appropriate actions are taken to reach a satisfactory resolution for all parties involved.  Any persons raising a concern should be made aware that there is a complaint procedure, and they are within their right to make a formal complaint.  

· All Concerns will be acknowledged in writing and investigated. Where there is an opportunity for lessons to be learnt or changes to be made, this will be agreed internally and implemented. 
· All Complaints will be acknowledged in writing and investigated. We will inform the individual raising the complaint of the results of our investigation. If we find that there were deficiencies in our practice, we will ensure that improvements are implemented to prevent a recurrence in the future.

4.  Concerns and Complaints Procedure 

We ask that concerns or complaints should normally be made at the time an issue becomes apparent.  However, this is not always the case and may occur sometime after the issue has arisen.  

All concerns or complaints are to be forwarded in the first instance to the Chief Executive. The Chief Executive, in turn, will forward the concern or complaint to the HR & ODManager, who is responsible for the recording of the concern or complaint, and the Clinical Director will also be informed (if related to a clinical complaint). 

If you should have a concern or complaint against City Hospice or any of its staff, we ask that you provide details of the concern or complaint so that a thorough investigation can take place.  If it is a third-party complaint, i.e. a concern or complaint made to another organisation but also refers to City Hospice services, the HR & ODManager will contact the organisation asking them to specify if there is a complaint against City Hospice and, if so, to confirm this to City Hospice in writing within 5 working days.   If this is in relation to a clinical complaint the Clinical Director will also be immediately informed. If permission has been granted by the individual for City Hospice to contact them directly, this will be done, and the normal concern / complaint timetable followed. Those who make a complaint will also be given the opportunity to discuss their complaint in person if they wish with a view to seeking a resolution. 

All concerns or complaints will be acknowledged in writing within 5 working days by the Chief Executive or nominated deputy.  The investigation will then be passed to the HR & OD Manager, who will provide the individual with information relating to the expected timescale in resolving the complaint.

Dependent upon the complaint, other organisations may be involved, such as the Fundraising Standards Board, Charity Commission, or any other relevant regulatory body.    

If the Chief Executive is the subject of the concern or complaint, then the individual should forward their complaint to the Chair of Trustees. He/she in turn will forward the concern or complaint to the HR & OD Manager and the procedure will continue.

Details of clinical concerns or complaints may also be shared with the Cardiff & Vale University Health Board informing them of what steps are being taken to aid its resolution.

City Hospice shall use its best endeavours to resolve the concern or complaint within 30 working days.  However, in the event that the complaint is complicated and requires a longer investigation period, the Chief Executive or nominated deputy will confirm this with the individual who has raised the concern or complaint. 

5. Appeal process

Should the individual wish to appeal the outcome of the response received from City Hospice, they may do so by formally writing to the Chair of Trustees within 30 working days of the complaint response. 

The Chair will acknowledge the appeal within 10 working days of receipt of the appeal request. The Chair and panel will respond to the appeal within 30 working days of receipt of the appeal request.

6. Complaint Monitoring

Copies of all complaints and concerns will be retained by the HR & OD Manager.  In addition to the resolution of individual complaints, the volumes and areas of concerns and complaints will be monitored, with all information gathered and used to improve City Hospice services.  All clinical complaints will also be reviewed at the Clinical Governance Committee.  
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