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EQUALITY IMPACT ASSESSMENT

INITIAL SCREENING FORM

Name of Policy: 

The Complaints & Concerns Policy and Procedures

Author: 


Jacqui Gummer, Complaints Manager

Contact:


 0117 928 3641

1.  What is the main aim / purpose of the strategy / policy / project?

The previous Complaints Policy and procedures was first introduced in 1999.  The policy and procedures have been reviewed to ensure compliance with the NHS (Complaints) Regulations 2004 (Statutory Instrument 1768) & NHS (Complaints) Amendment Regulations 2006 (Statutory Instrument 2084), which came into force on 1 September 2006.  The new policy and procedures also reflect the introduction of PALS into the Trust in October 2001 and provide clear guidance to staff for referral to Complaints and PALS teams.  

2. The main activities of the policy are: 

· To ensure ease of access for all patients, relatives and representatives to both PALS & Complaints.
· To clearly define the roles of all staff in the handling of complaints.
· To provide a procedure that is understood by both staff and Complainants in accordance with national regulations.
· To clearly state the circumstances in which the Complaints Procedures apply. 
· To provide a clear separation of complaints from disciplinary procedures.
· To ensure lessons are learnt from complaints wherever possible.
· To ensure that procedures are fair for staff and Complainants alike.
· To encourage a rapid and open process, within the timescales set by the national complaint regulations.
· To ensure an honest and thorough approach.
3. The main beneficiaries of the policy are: 

Patients, relatives and all other users of the Trust’s services will benefit from this policy and procedures along with the Trust itself and all members of staff as:

· The procedures should be easily understood by all; staff and complainants alike.
· The procedures will seek to ensure that Complainants receive a full, honest and sensitive response within an agreed timescale.
· The procedures will ensure that staff treat all complaints and concerns positively.
· The procedures will ensure that the Trust responds to the needs of its service users whilst remaining fair and supporting staff where appropriate; thus seeking to gain the confidence of both staff and services users.

· Information provided by Complainants will be used to improve services, which will ultimately benefit both staff and service users.

· Staff will be involved in complaint investigations to enable a learning opportunity for all.

· A clarified separation of complaints from other Trust procedures (disciplinary / legal etc).

4.  Do you have all the knowledge you need and have you sufficiently explained and / or consulted with people who might be affected by your project (either directly or indirectly)? 

 Yes

If YES, How has this been done?  What was the outcome?

Policy has been checked to ensure it is consistent with current NHS Complaints Regulations and the Health & Social Care Act 2001 (in relation to PALS). Department of Health Guidelines have also been used.  Consultation has taken place with

· the Chief Nurse & Director of Governance as the Trust Executive Lead for complaints.  

· PALS Manager in association with the PALS content.

· The Legal Services Department with regard to possible litigation cases, the Freedom of Information Act and the Data Protection Act.

· The Director of IM&T in relation to requests for Access to Healthcare Records.
· The Patient Safety Team with regard to clinical incident investigations.
· The policy and procedures have been further informed by the experience of the Complaints and PALS manager and comments of service users.
5.  What is the potential negative impact on equality target groups?

Please complete Table 1 and explain reasons for negative impact.

(A) In this section note where the strategy / policy / project could have a positive impact on any of the equality target groups or contribute to promoting equality, diversity awareness, equal opportunities, and improved relations. 

 (B) In this section note where the strategy / policy / project could have a negative impact on any of the equality target groups (where the negative impact is high you must complete a full assessment)

TABLE 1

	Equality Target Group
	(A) Positive Impact -

It meets legislation or benefits in some way
	(B) Negative Impact -

It is illegal, not intentional, or can disadvantage
	Reason(s)

	
	
	HIGH
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LOW
	

	Gender
	
	
	

	Women
	(
	
	

	Men
	(
	
	

	Race*
	
	
	

	Asian or Asian British
	(
	
	

	Black or Black British
	(
	
	

	Chinese people
	(
	
	

	People of mixed Race
	(
	
	

	White people (including Irish people)
	(
	
	

	Disabled people
	(
	
	

	Lesbians, gay men and bisexuals
	(
	
	

	Transgendered people
	(
	
	

	Older people (60+)
	(
	
	

	Younger people (17 - 25) and children
	(
	
	

	Faith Groups**
	(
	
	


*  The categories used in the Race section are those used in the 2001 census.  

** Faith groups cover a wide range of groupings, the most common of which are Muslims, Buddhists, Jews, Christians, Sikhs, and Hindus.

6.  Using Table 1, what improvements to the strategy, policy, or project could mitigate negative impact?  Explain:

The new Complaints and Concerns policy and procedures should not impact negatively on any one target group.  However it is recognised that some seldom heard from groups may find it more difficult to raise complaints and concerns; for this reason work is currently ongoing in the Trust with members of the deaf community and representatives from the Black and Ethnic Minorities support group.  There is also national evidence to suggest that some groups do find it more difficult to access complaint procedures.  We will therefore continue to work closely with advocacy groups, such as Independent Complaints Advocacy Service (ICAS), referring potential clients for assistance.

7.  Do we need to consult with others on this subject, or consider further study or research?

No

8.  Have you set up a monitoring system to carry out regular reviews of the effects your Strategy / Policy / Project has on equality target groups?

No but will monitor all complaints and concerns received to ensure that any issues raised are addressed appropriately.

9.  What are the performance indicators for this strategy / policy / project?  How do you measure the success of the strategy / policy / or project?

· The success of the policy is measured by ensuring that all complaints and concerns raised are recorded as appropriate.  Therefore complaint numbers are monitored, although complaint numbers alone cannot be accepted as evidence that the policy and procedures are successful in capturing all issues.  

· Feedback is noted from both staff and patients on the accessibility of complaint information.

· Feedback will also be gained from staff to ensure to ensure that the policy and procedures are easily understood by all.
Please sign and date this form, keep one copy and send one copy to the E&D Divisional Lead.

Date of completion: 12 September 2007 

Form completed by:  Jacqui Gummer, Complaints Manager
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