




NHS EDUCATION FOR SCOTLAND
GENERAL COMPLAINTS PROCEDURE

Purpose

While every effort is made by NHS Education for Scotland (NES) to deal with matters in a fair and transparent manner in line with Board policies and procedures, there may be occasions when the Board or its officers fail to meet expectations.  This document outlines the NES procedure for resolving complaints made by individuals or organisations who feel aggrieved by some aspect of their involvement with NES.

A complaint is defined as an expression of dissatisfaction requiring a response.

This General Complaints Procedure does not apply to:

· Any matter relating to employment, or other activity remunerated by NES;

· Suggestions and feedback on the work of NES which can be provided by telephone, mail, or the feedback form on the NES web site;

· Concerns that may be resolved by timely and informal discussion.

The NES Complaints Procedure complies with the general guidance issued by the Scottish Executive which contains an overview of NHS complaints procedure, including a full listing of excluded matters.

The full NHS complaints guidance is available from www.show.scot.nhs.uk/publications/me/complaints/docs/1guidance or on request.

· Information on arrangements in respect of Educational Quality Assurance functions in Nursing and Midwifery is available from www.nmc-uk.org/aArticle.aspx?ArticleID=211 , or on request.

· Specific and separate arrangements apply to progression through Medical and Dental training. Further information on these arrangements is available from the following sources, or on request.

“Gold Guide” (Postgraduate Specialty Medical Training)

http://www.mmc.scot.nhs.uk/documents/speciality/Gold_Guide_010708.doc
“Purple Guide” (MMC Scotland Guide to Foundation Training in Scotland ):

http://www.mmc.scot.nhs.uk/documents/MMC_Operational_Framework.pdf#search=%22%22purple%20guide%22%20health%22 

“Orange guide” (Specialist Registrar Review and Appeal Procedures):

http://www.dh.gov.uk/PublicationsAndStatistics/Publications/PublicationsPolicyAndGuidance/PublicationsPolicyAndGuidanceArticle/fs/en?CONTENT_ID=4006614&chk=KINOTD 

Dental vocational training and foundation programme:

www.nes.scot.nhs.uk/dentistry/VT_and_GPT/ 
Principles of Complaint Handling

NES will handle complaints according to the general principles set out by the Scottish Public Services Ombudsman.  These are set out in Appendix 1.

Staff dealing with complaints within NES will be provided with appropriate training which will form part of induction and continuing education.

Monitoring of complaints

Complaints will be monitored through a central NES database which will record the total number of complaints received, the number of new complaints received and the number of existing complaints under investigation.  This database will also record the number of complaints upheld or upheld in part and the action taken.  This monitoring procedure will allow lessons to be learned and corrective action to be taken to NES processes and procedures, where appropriate, as a result of a complaint being upheld.

This information will be made available to the NES Board and to the Scottish Executive Health Department on a regular basis of not less than once a year.

Monitoring in relation to educational processes forms part of separate Educational Governance Procedures and is reported through that process.

Policy on Unacceptable Actions by Complainants

NES has a supplementary policy for managing complaints which result in unreasonable demands or unacceptable behaviour toward our staff.  A copy of that policy is available on request.

Process for Making a Complaint
1. If you have a complaint please contact:

Head of Planning and Performance Management 

NHS Education for Scotland

Thistle House, 

91 Haymarket Terrace, 

EDINBURGH EH12 5HE
Tel: 0131 313 8077
Your complaint can be made by phone, in person or in writing.

2. Your complaint will be logged by NES and acknowledged within five working days of NES receiving it.

3. It will then be investigated thoroughly by the Head of Planning and Performance Management or his nominee and the outcome referred to the Deputy Chief Executive, NES.

4. The Deputy Chief Executive will send you a letter giving the outcome of the investigation and the action taken.  This will normally be within 20 working days of NES receiving your complaint, unless a longer investigation is required.  If so, NES will advise you and provide you with updates every 20 working days.

5.
If you are dissatisfied with the handling or outcome of your complaint, you have the right to refer the matter to:

The Scottish Public Services Ombudsman

23 Walker Street

EDINBURGH  EH3 7HX  
Tel:  0870 011 5378
6.
Should you require any independent advice in relation to your complaint, NES will provide contact details for you.

7.
Enquiries relating to Freedom of Information should be addressed to 

Information Governance Manager
NHS Education for Scotland

1st Floor, Clifton House
Clifton Place 
Glasgow G3 7LD
Tel: 0141 352 2923
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Appendix 1 - PRINCIPLES OF GOOD COMPLAINT HANDLING
	Accessible

· Information about how to make complaints readily available.

· Information and systems clear and straightforward.

· Information available in different languages and formats, if requested.

· Staff trained and ready to deal with complaints.




	Fair

· Complaints looked at objectively by someone not previously involved.

· Complaints dealt with impartially.

· Redress given where appropriate.




	Flexible

· Rules applied fairly but not rigidly.

· System able to take account of new or special circumstances.




	Confidential

· All complaints treated in confidence.

· Correspondence about complaints filed separately.




	Clear

· Systems clear and properly explained to complainants.

· Responses to complaints comprehensive and understandable.




	Timely

· Timescales for responses set and explained to complainants.

· Individual complainants kept informed of progress.




	Integration & Feedback

· Complaints staff have necessary authority and management support.

· Mechanisms in place to identify and apply lessons from complaints.




	Engendering trust

· Complainants and staff recognise system is fair and impartial.
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