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REPORT TO THE BOARD OF BARNSLEY HOSPITAL NHSFT 
(October 2008 - Ref: 08/10/P/18) 
 
Subject: HEALTHCARE COMMISSION – INDEPENDENT COMPLAINT REVIEW 
 
Summary  
This paper provides the Board of Directors with an overview and briefing on a recently upheld 
complaint by the Healthcare Commission (HCC). The findings from the HCC will be identified and 
the Trust’s actions in response to these are provided. 

 
Actions requested:  
To receive the report, noting the content and acknowledging the Trust’s actions arising from this. 
 
Business Plan Objectives supported: 
If the Trust is able to address the issues highlighted from the HCC to the satisfaction of the 
complainant (patient) then we will be able to effect a more positive customer service impact in the 
long term.  This is supportive of the Choice agenda and the cementing our foundations approach 
within the business plan. 
 
Public and patient involvement:  
Responding to complaints about the service and instigating changes for improvement have a 
tenuous link back to patient and public involvement. 
 
Communication and reputation implications: 
Clearly of high importance with regard to these two areas Monitor also receives all HCC adverse 
responses with action plans provided by Trusts. 
 
Risk Assessment: 
N/A 
 
Equality and diversity implications: 
Nil specific to this complaint however the principles should underpin all work streams. 
 
Resource implications 
Should be contained within agreed budgets. 
 
 
 
Author:  Juliette Greenwood  
 Chief Nurse and Director of Quality & Standards 
Sponsor:  Juliette Greenwood, Chief Nurse and Director of Quality & Standards 
 Bernie Ah-Fat, Deputy Chief Nurse 
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1. Introduction or Background 

1.1 In line with previous discussions at the Board of Directors this paper will serve to provide 
an overview of a complaint referred to the Healthcare Commission (HCC) for an 
independent review and the actions proposed upon receipt of the HCC’s review findings 
upholding the complaint. 

1.2 HCC review outcomes are of significant interest to the Board and Monitor and in the era 
of increasing choice such situations are potentially damaging for the reputation of the 
Trust. 

2. Issues/Assessment/Proposal 
2.1 The HCC complaint relates to the care and treatment of a 7 month old child who 

presented at the Accident and Emergency Department.  The original complaint was 
formally raised with the Trust on 6th April 2005 and relates to care provided in the period 
of 29 and 30th October 2004.  

2.2 The complaint was upheld by the HCC on the basis that they believe the Trust could 
have done more to resolve the complaint.  A total of eight issues of concern were 
referred by the complainant to the HCC and the Trust has been required to take action 
against two of these. 

2.3 During the course of the review of the complaint the HCC utilised the Trust’s complaints 
file, the patient’s healthcare record, information provided by the complainant and took 
expert advice from a specialist in Emergency Medicine and a specialist in Paediatrics.  

2.4 The HCC have made the following recommendations to the Trust: 
2.4.1 That the Trust take note of the specialist advisor’s comments on the standard and 

calibre of record keeping and requested the Trust to write to the complainant 
detailing how these issues have been/will be addressed within the Trust and what 
monitoring tools are in place or will be implemented as a result of this complaint. 

2.4.2 That the Trust write to the complainant detailing the lessons it has learnt as a 
result of this case and what changes they have introduced to guard, where 
possible, against a repetition. 

2.5 Appendix 1 outlines the steps taken by the Trust in response to the HCC requirements. 

3. Impact on Business Plan/Vision 
3.1 By addressing the issues highlighted from the HCC to the satisfaction of the complainant 

(patient) the Trust will be able to effect a more positive customer service impact in the 
long term. This is supportive of the Choice agenda and the cementing our foundations 
approach within the business plan. 

 



4. Implications  
4.1 Public and patient involvement 

Responding to complaints about the service and instigating changes for improvement 
has a tenuous link back to patient and public involvement.  However complaints are the 
views and perceptions raised by the patient/public in line with other PPI agenda. 

4.2 Reputation/communications 
Clearly of high importance with regard to these two areas; Monitor now receives all HCC 
adverse responses with consequent action plans provided by Trusts. 

5. Conclusion 
5.1 The Trust has fully complied with the requirements as identified by the HCC in its letter to 

the Chief Executive of 1st August 2008.  A letter to the Complainant was provided on 3rd 
September outlining the actions in place with regard to record keeping and the lessons 
learnt by the Trust following the tragic death of this baby. 

6. Recommendations 
6.1 To receive the report, noting the content and the Trust’s full compliance with the HCC’s 

requirements. 

7. Appendices 
7.1 Actions taken 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



APPENDIX 1 
 

Actions taken in response to complaint 
 
1.  Changes further to the clinical incident report 

 
• Clinical audit of medical records undertaken on a regular monthly basis   

   
• Spot checks undertaken by Consultant staff on the ward to address any issues of poor 

record maintenance          
     

• Record keeping included on both corporate and local induction programmes 
 
• Paediatric team includes all junior medical staff within the above audit processes to 

ensure the teaching element 
 
• Formal review by the Trust’s senior management team of all complaints, the lessons 

learned and monitor action plans to ensure delivery of recommended changes 
 
 
2.  Lessons learnt and subsequent changes arising from review of the complaint 
 

• Introduction of the Consultant of the week system       
   

• Employment of dedicated registered children’s nurses within A&E   
   

      
3.  Actions previously highlighted 
 

• Improvement to discharge information - for all children discharged home from A&E  
       

• Recording of all children’s observations prior to discharge home from A&E 
 


