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1.0 Purpose

This policy aims to ensure optimum complaints management in line with a patient-
focused culture that is consistent with the hospital’s mission and ethos.

2.0 Revision History

Revision Reference
Date No. Change Section(s)
01/05/2006 1.0 New policy Total Document
02/03/2007 2.0 5.5 Title of Appendix | 5.5
A amended

Appendix B - Verbal | 5.6
Complaints Register
removed

Appendix C — Patient | 5.7
Information Feedback
Leaflet now becomes

Appendix B

The word 4.2/5.3

investigation

amended to

examination

Section rewritten 6.1/6.2/6.3

7.1 Title amended 7.1.1
23/08/2007 2.1 Appendix A amended | Appendix A

3.0 Persons Affected
3.1 Patients.

3.2 Staff.

Page 2 of 9



.ﬁ'ﬂb Mater Misericordiae University Hospital

i

Policy Number: WHP004
. . Effective Date: 6™ September 2007
Complaints Policy Revision Number: |1
Authorised by: CEO

4.0 Policy
The policy of the Mater Misericordiae University Hospital is to ensure that:

4.1 Complaint-handling procedures are widely published and are easily
understood.

4.2 The hospital provides a fair, full and impartial examination without any
penalty in respect of quality of service to the patient.

4.3 The steps for making a complaint are simple and transparent.

4.4 There is assistance for complainants with special needs.

4.5 Confidentiality is maintained at all times.

4.6 Complaints are resolved within a pre-determined time.

4.7 Harassment and / or physical violence towards employees or their families
will cause personal contact with the complainant and / or their
representatives to be discontinued and the complaint will thereafter only be
pursued through written communication.

4.8 Staff should make every effort to resolve the complaint at local level.

4.9 Written complaints received within the hospital should be forwarded within 48
hours to the Complaints Manager and/or Patient Liaison Officer.

4.10 All complaints are appropriately recorded.
4.11 Complaints received in writing are acknowledged within three working days.

4.12 Staff may request to be freed from other responsibilities for the time taken to
respond to the complaint.

4.13 The complaints procedure is without prejudice to the patient’s statutory right
to make a complaint elsewhere.

4.14 The Patient Care Committee is provided with trend analysis based on
recorded complaints on a regular basis.
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4.15 Letters of complaint, replies or minutes of meetings relating to complaints are

retained in the Patient Services Department for a period of 5 years.

4.16 The hospital makes improvements, in areas where patients experience

dissatisfaction, when / where appropriate and feasible.

5.0 Definitions

6.0

5.1

5.2

5.3

5.4

5.5

Complaint: An expression or statement of dissatisfaction that requires a
response.

Complainant: A person who is entitled to make a complaint on his/her own
behalf or on behalf of another.

Prolific or Vexatious Complaints: A patient who consistently displays a
pattern of unreasonable requests despite a full examination of their original
complaint.

Appendix A — Patient Complaints Process.

Appendix B - Patient Information Feedback Leaflet.

Responsibilities

6.1

6.2

6.3

Patient Care Committee

6.1.1 Review complaints where complainants are dissatisfied with initial
outcome.

Complaints Manager

6.2.1 Manages the complaint handling process in the hospital.

Complaints Management Personnel

6.3.1 Follow Appendix A — Patient Complaints Process.

6.3.2 Manage complaints received.
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6.3.3 Make every effort to resolve complaints at a |ocal level.
6.3.4 Advise complainants of options to complain elsewhere (Appendix A).
6.3.5 Provide feedback to staff on outcome of complaints.

6.4 Human Resources

6.4.1 Follow Appendix A — Patient Complaints Process.
6.4.2 Manage serious patient allegations against staff.
6.4.3 Implement local protocols.

6.5 Senior Management and Department Heads

6.5.1 Follow Appendix A — Patient Complaints Process.

6.5.2  Make every effort to resolve complaints at local level.
6.6 Staff

6.6.1 Follow Appendix A — Patient Complaints Process.

6.6.2 Make every effort to resolve complaint at local level.

7.0 Procedures

7.1 Patients Complaints Process

7.1.1  See Appendix A.
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Appendix A — Patient Complaints Process

STAGE 1 - LOCAL RESOLUTION (within 24 HOURS)

COMPLAINT RECEIVED
by Staff Member

Serious Allegations against staff
IMMEDIATELY Reported to
Senior Management and HR

v

DEPARTMENT HEAD ADVISED

and ACTION TAKEN >

All Serious Complaints
IMMEDIATELY Reported to
Senior Management and Patient

Services Manager/Patient Liaison
Officer

- e

STAGE 2 - INTERNAL RESOLUTION (within 28 Workina DAYS)

FORWARD COMPLAINT TO PATIENT SERVICES
MANAGER or PATIENT LIAISON OFFICER using the
electronic Complaints Report Form

Acknowledged to Complainant within 3 working days

‘ COMPLAINT EXAMINED ‘

B oo

Written response within 28
working days to all relevant
parties

Meeting arranged,
facilitated by the patient liaison
officer

STAGE 3 - FINAL INTERNAL RESOLUTION

Forward Complaint to Patient Care Committee for Review

y
[ FiNAL RESPONSEISSUED TO COMPLANANT |

STAGE 4 - INDEPENDENT REVIEW

If complainant is dissatisfied with the final response, the complainant will be advised of other options
available, e.g. the HSE and/or the Ombudsman
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Appendix B — Patient Information Feedback Leaflet — Page 1 & 2
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University Hospital
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Have you awe fopadhack for us?

W e vorir
(UEGITE (T SO

MORE BERMATNM CONTACT:

Patient Servives Departnsent
Tekphere: B 513 2206
Fan: B 82 4T
Ensl: patiessenisdmakri
Tedndie: rwrpaterls

The Mater Misericordiae University Hospital is

committed to improving the quality of patient care,
‘o woukd value your feedback and suggestions

regarding the facilities, staff and services.

The information will be received in a constructive
and positive way to improve and review services
tey e patients and visioors.

It 1= throwgh your experience of owr services and
the feedback wou provide to us, that we can
address any issues that may have given you cause
for dissatisfaction. All feedback will be recorded
and statt informed accordingiy.

Your dissatisfaction about any aspect of the
Hospital's services will be investigated and you
will he informed of the outcome as soon @
possible.

You are entitled, where vour dissatistaction is nol
rezolved, 1o have the matter referred o the
Haspital's Complaints Committes,

The Hospatal's Complaints Procedure s withou
prejudice 1o wour statutory righes o complaie
elsewhers

We hope your stay in the hospital will e as
pleasant and as comforiable us possible,
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Appendix B — Patient Information Feedback Leaflet — Page 3 & 4

Mater Misericordiae
University Hospital

Patient Services Department

The Patient Services Department has overall
responsibility for the monitoring of patient
satisfaction and this is achieved through our
patient advocacy service, provided by our
Patient Linison Officers.

The Patient Liaison Officer, operating in a
non-medical role, is one of the Hospital™s
means of coabling patients and families to
abtain solutions to problems ensuring that
they are provided with a process to seek
information and solutions to problems.

When to call the Patient
Liaison Officer

Contact a Patient Liaison QOfficer when you
would like:

=  Nomeone to listen 1o you

®  Someonc fo give you support or assishimee

= Someone 1o respond o a complaing

® Helpin a crisis siluation

= Information about hospital services

How to give feedback

VERBAL

During vour Visit 1o (he hospital please feel foee
approach staffl with your commeants, suggestions,
counpliments of complaints

WRITTEN

If you wish o make your comments in writing
please address them to:

The Patient Services Manager,
Patient Servicey Degarfin e,
Mater Misericordiae University Hospital,
Eccles Sireet,

Dublin 7,

TELEFHONE

Please feel free to pelephone the Patient Liaison
Cfficer onany of the following numbars:

158032206
(N F8032E2S
O1FR032468

E-MAIL

Please feel free to e-mail the Panent Linison
Olficers on patientservices & materie
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Appendix B — Patient Information Feedback Leaflet — Page 5 & 6

How we investigate a complaint

Verbal complaints, where possible will be dealt
with immediately at Ward/Depariment  level,
Complaints not resolved at this stage should be
forwarded to the hospital's Patient Lissson
Offizer(z), All complaints are logged on the
hospital's  complaints  register amd  fully
investigated.

All written complainis received by the Panent
Ligison Officenis) will be acknowledzed within
three (31 working days. When fully investigaied o
wrillen reply will be be issued to the complainant
within {28) working days.

In cases where it is not possible 1o reply within this
time an inenm response wall be sent informuing
you of the reason for the delay and advising when
a reply can be expecied,

Information from your health records may need 1o
be disclosed to relevant hospital staff for the
purgase ol investigaling vour compliint,

Thank you for taking the tine
to read ihis leaflet

Remember, your opinion matters to us
and it is through feedback
from our patients that we as care providers
can improve our services
and more importantly greatly improve
the quality of patient care”.

FOR FURTHER INFORMATION
PATIENT SERVICES
DEPARTMENT
TELEPHONE: 01 803 2206
Email: patientservices @mater.ie
Website: www.mater.ie

Page 9 of 9




	Patient Complaints Policy 
	Policy Number: WHP004 
	 
	 
	Date: 6th September 2007
	This policy aims to ensure optimum complaints management in line with a patient-focused culture that is consistent with the hospital’s mission and ethos. 
	 
	4.9 Written complaints received within the hospital should be forwarded within 48 hours to the Complaints Manager and/or Patient Liaison Officer. 
	 
	4.10 All complaints are appropriately recorded. 
	4.11 Complaints received in writing are acknowledged within three working days. 
	4.12 Staff may request to be freed from other responsibilities for the time taken to respond to the complaint. 
	4.14 The Patient Care Committee is provided with trend analysis based on recorded complaints on a regular basis. 
	4.16 The hospital makes improvements, in areas where patients experience dissatisfaction, when / where appropriate and feasible. 
	6.1 Patient Care Committee 
	6.2 Complaints Manager 
	6.3 Complaints Management Personnel 
	6.4 Human Resources 
	6.5 Senior Management and Department Heads 





