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Whitewater Health Aims 

 To understand what a complaint is 

 To adhere to and apply regulations regarding complaints handing as per NHSE  

 To be confident in providing a good quality response 

 To utilise opportunity for improvement 

 

What is a complaint? 

“A complaint or concerns is an expression of dissatisfaction about an act, omission or decision of the 

provider, either verbal, written, and whether justified or not, which requires a response” 

Source: NHS England Complaints Policy 2017. 

 

Who can complain? 

 Complainants should normally be current or former patients, or their nominated or elected 

representatives. Staff must ensure that there is sufficient evidence to demonstrate that the patient 

has given explicit consent to their personal information being disclosed as part of complaints 

handling. 

 Patients over the age of 16 whose mental capacity is unimpaired should normally complain 

themselves or authorise someone to bring a complaint on their behalf.  

 Children under the age of 16 can also make their own complaint, if they're able to do so. 

 

What outcome is a patient looking for? 

As per paragraph 31 of the GMC's 'Good medical practice': patients are mostly seeking the following from 

taking the time to give your feedback/complaint 

 A thorough investigation and explanation of what happened and why 

 assurance it won't happen again 

 An apology - a sincere expression of regret. 

 Patients who complain about the care or treatment they have received have a right to expect a 

prompt, open, constructive and honest response including an explanation and, if  appropriate, an 

apology 

 Ownership and willingness to make required improvements to services 

 

Principles of good complaints handling 

Whitewater Health endeavours to adhere to the Parliamentary and Health Service Ombudsman principles 

of good complaints handling: 

 Getting it right. 

 Being customer focused. 

 Being open and accountable (Adhering to Duty of Candour) 
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 Acting fairly and proportionately. 

 Putting things right. 

 Seeking continuous improvement. 

Source: Statutory Duty Health and Social Care Acti 2008 (regulated activities) Regulations 2014 Regulation 

20  “General Duty to be Open and Transparent with the service users and their representatives”

 

Timeframes for patients 

A complaint must be made within 12 months, either from the date of the incident or from when the 

complainant first knew about it. 

 The regulations state that a responsible body should consider a complaint after this time limit if: 

 The complainant has good reason for doing so, and 

 It’s still possible to investigate the complaint fairly and effectively, despite the delay. 

 

Time frames for practice 

1. Acknowledgement within three working days  

2. Whitewater Health aim for our full response to be timely and appropriate which we have defined as 

(usually within 30 days unless otherwise stated) as the current regulations for not set timescales for 

this procedure itself. 

3. The regulations states though that if a response isn't given within six months, either from the date of 

the complaint or a later date agreed with the complainant, the complaints manager has to write to 

the complainant to explain the delay. 

 

Getting it right 

“You must respond promptly, fully and honestly to complaints and apologise where appropriate.  You must 

 not allow a patients complaint to adversely affect the care or treatment you provide or arrange”

Source: GMC good medical practice 2013 

 

Consistent Content for responses 

 Thank the patient for their time 

 Apologise for the experience they describe 

 Address their items one by one, and answer any questions being asked of you 

 Offer further discussion or clarity 

 Explain the timeframe of response, if additional due diligence is required inform patient of this and 

do not promise unrealistic response times (especially when other third parties are involved such as 

medical defence unions). 

 Explain to the patient who is investigating and leading on the complaint 

 Provide information around actions and learning 

 Keeping chronological accounts of events 

 Referring to records and guidelines 

 Seeking resolution and conclusion that patient is satisfied with 
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Flow chart of complaints 

 

 

 

Examples of the above: 

 Minor: Patient access screen is not working, run out of stock in the toilets (items effecting patient on  

the visit) 

 online access is not working; member of staff was rude to a patient, not receiving follow Mid-Level: 

up on referral or blood tests (items effecting access to service) 

 Significant level: Clinical negligence, poor clinical experience (significant impact on patient during 

their consultation, or post) 

 

Incoming Complaint  

Complaints can be face to face, in writing and via telephone. 

 

 

 

 

Significant/Serious: Business 
Manager and or Snr Parnter 

Mid Level: Business Manager and or 
Patient Services Manager 

Minor: Patient Services Coordinators  
and or Patient Services Manager 
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Documenting and managing the complaint 

Whitewater Health captures this as well as the response. 

This is documented anonymously on Teamnet. 

This is discussed ¼ at significant events and complaints meetings 
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